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Kgi l j ty Preparing Cablevisionaries for what's next 

~.REVIEWER 
llii;;;J Valmikl Mohip (Manager), Gilbert Vega (Manager~ Co-Planner) 

Dorothea Perry 

Rep II - Tech Support 
Position Number 

·" Cable Operations 
Business Unit 

TSG Level 2 - Jericho 
Department 

.. , _, Rep II - Tech Support 
~· .. ~~ Position Title 
: .. }."' 

{5-LLf:f 
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,,(~oal Rating 

Contact Centers CSRs, ASRs, TSRs, Leads - 2014 - Resolve customer's issue the first time, 
ensure no Repeats 

• First Call Resolution Rate = % of callers not calling for similar issue within 24 hours 
(Valuable Contributor performance= 91%) 

• Quality Rating = Average Score of Internal Quality 
Assessment (Valuable Contributor performance= 80%) 

Start Date 
1/1/2014 

Vlslblllty 
Yes 

Due Date 
12/31/2014 

'keviewer I Rating 

Gilbert Vega (Manager. Co-Planner) Strong Performance 

Comments • , _ " ' 

Valmiki Mohlp (Manager): 
First Call Resolution Rate = 93. 7% 

Quality Rating= 85.0% 

Progress 

Contact Centers CSRs, ASRs, TSRs, Leads - 2014 - Seek opportunities to educate/empower 
customers to utilize self service and alternate contact channels, through increasing personal 
usage of proactive email tool 

• Quality Rating = Average Score of Internal Quality Assessment 
(Valuable Contributor performance= 80%) 

Start Date 
12/30/2014 

Visibility 
Yes 

Giibert Vega (Manager· Co-Planner) 

Due Date 
12/3112014 

Strong Performance 

'.comments , , , ' 

Valmiki Mohlp (Manager): 
Quality Rating = 85.0% 

Progress 

0% 

0% 

2014 Year End Review 
Dorothea Perry 

Page 12 of 5 
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Contact Centers CSRs, ASRs, TSRs, Leads • 2014 ·Seek opportunities to educate/empower 
customers to utilize self service and alternate contact channels, through Increasing personal 
usage of proactive email tool 

• OuaHty Rating "Average Score of Internal Quality Assessment 
(Valuable Contributor performance" 80%) 

Start Date 
1/112014 

Visibility 
Yes 

Gilbert Vega (Manager. Co·Planner) 

Due Date 
1213112014 

Strong Performance 

Comments'r \. ,,,, 1· , , 
! " 1 • -

Valmiki Mohlp (Manager): 
Duplicate 

.Progress 

0% 

Contact Centers CSRs, ASRs, TSRs, Leads. 2014 ·Actively engage in all communication 
activities, meetings, focus groups, training sessions and ones on ones; Deliver excellent service 
in every customer contact; Always make the customer feel valued troughtout the Interaction, 
acknowledge and address their needs 

• Service Experience Rating - Post Call Survey results multiplied by Transfer Rate 
(Valuable Contributor performance" 78%) 

• Quality Rating - Internal Quality Assessment 
(Valuable Contributor performance: 80%) 

Start Date 
11112014 

Visibility 
Yes 

Gilbert Vega (Manager· Co-Planner) 

Valmlkl Mohip (Manager): 
Service Experience Rating" 81.3% 

Quality Rating = 85.0% 

Due Date 
12/31/2014 

Valuable Contribution 

Progress 

0% 

Contact Centers CSRs, ASRs, TSRs, Leads • 2014 ·Handle all call you are trained for without a 
transfer; Complete all customer transactions with a high degree of accuracy 

2014 Year End Review 
Dorothea Perry 

Page 13 of 5 
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• Knowledge Check results (monthly assessment) -Annual Average Score 
(Valuable Contributor performance= Average Score of 85%) 

• Quality Rating - Internal Quality 
Assessment 
performance = 80%) 

Start Data 
1/1/2014 

Visibility 
Yes 

Gilbert Vaga (Manager - Co-Planner) 

Due Date 
12/31/2014 

Strong Performance 

. -
fCOnl.ments · , _ j! ~-: , ,, • \ , ; - • ' - • ' ,'"' 

1 

~>, ' - ' ~ I \; > 

Valmiki Mohip (Manager): 
Knowledge Check results= 97.5% 

Quality Rating = 85.0°/o 

fl "'~'. 

~i'3ehaviors Rating 

(Valuable Contributor 

Progress 

[Contact Center] Accountability: Cablevlslonaries take ownership and deliver results. 

Shows strong commitment to achieving results and pursuing excellence. Identifies what needs to be done and does it well. 

0% 

. Collaborates with peers, providing assistance and coaching where needed; Looks to continually develop self. Works until tasks 
are successfully completed. When faced with obstacles, pursues options and escalates to management with ideas for 
solutions, and sees resolution through to completion. Treats job as if a business owner, 

!,~eviewer · I Rating 

Gilbert Vega (Manager· Co-Planner) Valuable Contribution 

Valmlki Mohlp (Manager): 
Dorothea does a good job at taking ownership of the calls that she handles on a daily basis, Using the skill sets from her 
training she Is able to be accomplish her job in the manner that the department expects. Dorothea shows a strong 
commitment to achieving results and pursuing excellence, She has the ability to do what needs to be done on the calls 
handled. Dorothea continues to use constructive feedback to better herself. 

[Contact Center] Customer-Focus: Cablevislonaries know the customer is at the heart of 
everything we do. 

Identifies customer expectations and asks questions to ensure accurate identification of customer needs and relentless 
pursuit of an excellent customer experience_ Listens carefully and demonstrates caring/empathy Conveys commitment to 
solving the problem. Anticipates customers' needs, identifies barriers, and escalates to resolution. 

2014 Year End Review 
Dorothea Perry 

Page 14 of 5 
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,~eviewer - - - - I Rati!19 

Gilbert Vega (Manager· Co-Planner) Valuable Contribution 

'.Comments · - , ', - , 

Valmiki Mohlp (Manager): 
Dorothea listens well and understands the needs of our customers. She is able to respond effectively and communicate 
appropriately to his customers. She provides the customer with steps on how they may resolve the Issue at hand in the 
future themselves without calling back. Dorothea understands that the customer is the main focus of what she does and 
must strive to make our customers happy. 

[Contact Center] Integrity: Cablevisionaries live the values that make our company a great.place 
to work. 

Is honest and direct in dealing with people_ Acts consistently with Cablevision values. stated policies, and practices. Does not 
cover up problems or blame others for mistakes. Calls problems out If you see something, say something. Does not disclose 
confidential information. Says whats/he will do and does whats/he says. Does the right thing even when in conftict with awn 
self interest. 

_fleviewer · ; .. ' . I Rating 

Gilbert Vega (Manager. Co-Planner) Valuable Contribution 

Valmikl Mohip (Manager): 
Dorothea is honest and direct with lhe customer acting within Cablevisio11•s values as stated in the policies and handbook. 
She guards the customer's private information making use of the CPNI process put in place by lhe company, She uses 
feedback given to advance overall knowledge to the benefit of our customers and to the department. 

After evaluating performance on goals and demonstration level of behaviors, the comments box 
below allows you to provide feedback on the overall performance for the year. 

,~" ,· -~ ' - ' \ ' - . ' 
;~ev1ewer ' . - , '. · _ ' ,Rating 

Gilbert Vega (Manager - Co·Planner) Valuable Contribution 

Valmiki Mohip (Manager): 
Dorothea has had a good year and has been a valuable contributor. She demonstrates a firm grasp of the requirernents of her 
job and strives for ways to improve her performance and be more productive, She possesses the capability to convey her 
message In a positive and reassuring manner. She assists our customers with explaining each step taken by using her 
lechnical ability. She diligently works toward correcting and improving in those areas where she needs. help_ 

2014 Year End Review 
Dorothea Perry 
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Agi l j ty Preparing Cablevisionaries for what's next 

REVIEWER 
Jason Cox (Manager), Gilbert Vega (Manager - Co-Planner), Valmiki Mohip (Manager - Co-Planner) 

Ashlee Mitchell 

Rep I - Tech Support 
Position Number 

Cable Operations 
Bllsiness Unit 

TSG Level 2 - Jericho 
Department 

Rep I - Tech Support 
Position Title 

Exh. NJt 4--~alved ....::fleJected­

Case No.: -­
Case Name·..1;C.;:;',l..(~c""-.. ...,.,....-----
No. Pgs: . ""Da11f lJl.f Rep.:&.$t'----
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Contact Centers CSRs, ASRs, TSRs, Leads - 2014- Resolve customer's issue the first time, 
ensure no Repeats 

• First Call Resolution Rate= % of callers not calling for similar issue within 24 hours 
(Valuable Contributor performance= 91 %) 

• Quality Rating= Average Score of Internal Quality 
Assessment 

.Start Date 
1n/2014 

Visibility 
Yes 

Due Date 
12/31/2014 

Gilbert Vega (Manager - Co-Planner) Requires Improvement 

Valmiki Mohlp (Manager- Co-Planner): 
First Resolution Rate = 90. 7%Call 

Quality Rating= 84.9% 

(Valuable Contributor performance= 80%) 

Progress 

Contact Centers CSRs, ASRs, TSRs, Leads - 2014- Seek opportunities to educate/empower 
customers to utilize self service and alternate contact channels, through increasing personal 
usage of proactive email tool 

• Quality Rating =Average Score of Internal Quality Assessment 
(Valuable Contributor performance= 80%) 

Start Date 
12/30/2014 

Visibility 
Yes 

Due bate 
12/31/2014 

Gilbert Vega (Manager - Co-Planner) Strong Performance 

Valmlki Mohlp (Manager -Co,Planner): 
Quality Rating" 84.9% 

Progress 

0% 

0% 

2014 Year End Review 
Ashlee Mitchell 
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Contact Centers CSRs, ASRs, TSRs, Leads - 2014 - Seek opportunities to educate/empower 
customers to utilize self service and alternate contact channels, through increasing personal 
usage of proactive email tool 

• Quality Rating = Average Score of lntsrnal Quality Asssssment 
(Valuable Contributor performance " 80%) 

Start Oate 
11112014 

Visibility 
Yes 

Gilbert Vega (Manager - Co-Planner) 

Valmlkl Moh Ip (Manager - Co-Planner): 
Duplicate 

Due Date 
1213112014 

Strong Perfom1ance 

Progress 

0% 

Contact Centers CSRs, ASRs, TSRs, Leads - 2014-Actively engage in all communication 
activities, meetings, focus groups, training sessions and ones on ones; Deliver excellent service 
in every customer contact;Always make the customer feel valued troughtout the interaction, 
acknowledge and address their needs 

• Service Experience Rating - Post Call Survey results multiplied by Transfer Rate 
(Valuable Contributor performance " 78%) 

• Quality Rating - Internal Quality Assessment 
(Valuable Contributor performance= 80%) 

Start Date 
11112014 

Vlslbllity 
Yes 

Gilbert Vega (Manager - Co-Planner) 

Valmiki Mohip (Manager - Co.Planner): 
Service Experience Rating" 88.7% 

Quality Rating" 84.9% 

Due Date 
1213112014 

Strong Performance 

Progress 

0% 

Contact Centers CSRs, ASRs, TSRs, Leads - 2014 - Handle all call you are trained for without a 
transfer; Complete all customer transactions with a high degree of accuracy 

2014 Year End Review 
Ashlee Mitchell 
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• Knowledge Check results (monthly assessment) - Annual Average Score 
(Valuable Contributor performance = Average Score of 85%) 

• Quality Rating - Internal Quality 
Assessment 
performance = 80%) 

Start Date 
1/112014 

Visibility 
Yes 

Gilbert Vega (Manager - Co-Planner) 

Valmlki Mohip (Manager - Co-Planner): 
Knowledge Check results = 99.2% 

Quality Rating= 84.9% 

Due Date 
12/3112014 

Strong Performance 

(Valuable Contributor 

Progress 

[Contact Center] Accountability: Cablevisionaries take ownership and deliver results. 

0% 

Shows strong commitment to achieving results and pursuing excellence. Identifies what needs to be done and does it well. 
Collaborates with peers, providing assistance and coaching where needed; Looks to continually develop self. Works until tasks 
are successfully completed. When faced with obstacles, pursues options and escalates to management with ideas for 
solutions, and sees resolution through to completion. Treats job as if a business owner. 

Gilbert Vega (Manager - Co-Planner) Valuable Contribution 

Valmiki Mohip (Manager- Co-Planner): 
Ashlee has not been working a lot due to medical issues. This has not prevented her from handling our customers with the 
utmost care when she is here. She take that extra time to make sure that all the details and follow up work are completed. 
She is able to demonstrate a firm grasp of the requirements of his job and constantly strives for ways to improve her 
performance and be more productive. Ashlee has struggled with keeping up with policy changes and processes because of 
her time off_ 

[Contact Center] Customer-Focus: Cablevisionaries know the customer is at the heart of 
everything we do. 

Identifies customer expectations and asks questions to ensure accurate identification of customer needs and relentless 
pursuit of an excellent customer experience. Listens carefully and demonstrates caring/empathy Conveys commitment to 
solving the problem. Anticipates customers' needs, identifies barriers, and escalates to resolution. 

2014 Year End Review 
Ashlee Mitchell 
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Gilbert Vega (Manager - Co-Planner) Valuable Contribution 

Valmlkl Moh Ip (Manager - Co-Planner): 
Ashlee makes every effort to do her best on each customer contact. She is dedicated and keeps the customer experience in 
mind for each contact. Customers love her as shown by her commendations. She is able to provide the customer with a good 
experience throughout the call because of her great personality. 

[Contact Center] Integrity; Cablevisionaries live the values that make our company a great place 
to work. 

Is honest and direct in dealing with people. Acts consistently with Cablevision values, stated policies, and practices. Does not 
cover up problems or blame others for mistakes. Calls problems out If you see something, say something. Does not disclose 
confidential information. Says what slhe will do and does whats/he says. Does the right thing even when in conflict with own 
self interest. 

Gilbert Vega (Manager· Co-Planner) Valuable Contribution 

Valmiki Mo hip (Manager - Co-Planner): 
Ashlee understands and upholds the company's values. She acts honestly and ethically on the job and does the right thing. 
She learns from her errors and uses feedback from her supervisor to better herselL 

After evaluating performance on goals and demonstration level of behaviors, the comments box 
below allows you to provide feedback on the overall performance for the year. 

Gilbert Vega (Manager - Co-Planner) Valuable Contribution 

Valmikl Mohlp (Manager - Co-Planner): 
Ashlee continues to be a valued member of the team. She has had a good year and has been a valuable contributor. She is 
able to demonstrate a firm grasp of the requirements of her job and constantly strives for ways to improve her performance 
and be more productive. Her calm, empathetic attitude affords him the ability to convey lier message in a positive and 
reassuring manner. She has been committed to meeting her goals over the past year. 

In the comments area below, you can share feedback about your Year-End Review. 

2014 Year End Review 
Ashlee Mitchell 
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~"'t• T\g I • I ty Preparing Cab!evis!onaries for what's next 

REVIEWER 
Nereo Diaz (Manager), Mavis Roberts (Manager - Co-Planner) 

Joshua Castro 

Rep I - Tech Support 
Position Number 

Cable Operations 
Business Unit 

Phone Ops-NYC 
Department 

Rep I - Tech Support 
Position Title 

Casa No.:---.'i">"""""r---::7..-----
<---~<-- ~ Case Name: tit;, 

No. Pgs:--Dat.J.ft 2. Rep.: 
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Contact Centers CSRs, ASRs, TSRs, Leads - 2014 - Resolve customer's issue the first time, 
ensure no Repeats 

• First Call Resolution Rate " % of callers not calling for similar issue within 24 hours 
(Valuable Contribl1tor performance " 91 % ) 

• Quality Rating " Average Score of Internal Quality 
Assessment (Valuable Contributor performance" 80%) 

Progress Start Date 
11112014 

Due Date 
12/31/2014 0% 

Visibility 
Yes 

Joshua Castro (Self) 

Nereo Diaz (Manager) 

Nereo Diaz (Manager): 

Requires Improvement 

Strong Performance 

Johua has shown great consistency with his ability to communicate with his customers. He has communicated technical 
information in an understandable way. 

Contact Centers CSRs, ASRs, TSRs, Leads - 2014 - Seek opportunities to educate/empower 
customers to utilize self service and alternate contact channels, through increasing personal 
usage of proactive email tool 

• Quality Rating" Average Score of Internal.Quality Assessment 
(Valuable Contributor performance= 80%) 

Start Date 
1/1/2014 

Visibility 
Yes 

Joshua Castro (Self) 

Nereo Diaz (Manager) 

Nereo Diaz (Manager): 

Due Date 
12/31/2014 

Valuable Contribution 

Valuable Contribution 

Progress 

Johua demonstrates appropriate attention to his customers and does a good job of acknowledging their concerns. He will 

0% 

2014 Year End Review 
Joshua Castro 
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escalate issues if needed to ensure that his customers needs are met. 

Contact Centers CSRs, ASRs, TSRs, Leads· 2014 ·Actively engage in all communication 
activities, meetings, focus groups, training sessions and ones on ones; Deliver excellent service 
in every customer contact;Always make the customer feel valued troughtout the interaction, 
acknowledge and address their needs 

• Service Experience Rating - Post Call Survey results multiplied by Transfer Rate 
(Valuable Contributor performance = 78%) 

• Quality Rating - Internal Quality Assessment 
(Valuable Contributor performance = 80%) 

Start Date 
1/1/2014 

Visibility 
Yes 

Joshua Castro (Self) 

Mavis Roberts (Manager" Co,Planner) 

Nereo Diaz (Manager): 

Due Date 
12/31/2014 

Requires Improvement 

Strong Performance 

0% 

Joshua exceeded expectations by remembering to close his calls properly, relating to our customer's, and providing genuine 
assurance on every call. 

Contact Centers CSRs, ASRs, TSRs, Leads· 2014 ·Handle all call you are trained for without a 
transfer; Complete all customer transactions with a high degree of accuracy 

• Knowledge Check results (monthly assessment) - Annual Average Score 
(Valuable Contributor performance= Average Score of 85%) 

• Quality Rating - Internal Quality 
Assessment 
performance = 80%) 

Start Date 
1/1/2014 

Visibility 
Yes 

Joshua Castro (Self) 

Nereo Diaz (Manager) 

2014 Year End Review 
Joshua Castro 

Due Date 
12/3112014 

Valuable Contribution 

Valuable Contribution 

(Valuable Contributor 

0% 

Pagel3of5 
JA0567

Case 16-1186, Document 52, 06/10/2016, 1791177, Page29 of 262



Case 2:15-cv-07054-DRH-AKT   Document 8-10   Filed 12/14/15   Page 225 of 358 PageID #:
 1582

Nereo Diaz (Manager): 
Joshua has passed his knowledge check expectations during the performance review. He utilizes this knowledge when 
assisting our customers and understands how to use his resources effectively. 

[Contact Center] Accountability; Cablevisionaries take ownership and deliver results. 

Shows strong commitment to achieving results and pursuing excellence. Identifies what needs to be done and does it well. 
Collaborates with peers, providing assistance and coaching where needed; Looks to continually develop self. Works until tasks 
are successfully completed. When faced with obstacles, pursues options and escalates to management with ideas for 
solutions, and sees resolution through to completion. Treats job as if a business owner_ 

Joshua Castro (Self) 

Nereo Diaz (Manager) 

Nereo Diaz (Manager): 

Requires Improvement 

Requires Improvement 

Part of being an effective team member entails being present and showing dependability. Not being present as scheduled 
impacts the team and other co-workers negatively by increasing their workload due to higher call volumes. During this review 
period Joshua received a final warning for attendance. Joshua's accountability requires improvement as does his ability to 
manage the use of his time effectively and plan in advance as much as possible in order to be here when expected in a 
consistent basis_ 

[Contact Center] Customer-Focus: Cablevisionaries know the customer is at the heart of 
everything we do. 

Identifies customer expectations and asks questions to ensure accurate identification of customer needs and relentless 
pursuit of an excellent customer experience. Listens carefully and demonstrates caring/empathy Conveys commitment to 
solving the problem. Anticipates customers' needs, identifies barriers, and escalates to resolution. 

Joshua Castro (Self) 

Nereo Diaz (Manager) 

Nereo Diaz (Manager): 

Requires Improvement 

Valuable Contribution 

Joshua displays commitment to the goals of the organization, continuously seeks to enhance his skills and welcomes 
procedural changes with a can-do attitude_ 

[Contact Center] Integrity; Cablevisionaries live the values that make our company a great place 
to work. 

Is honest and direct in dealing with people. Acts consistently with Cablevision values, stated policies, and practices. Does not 

2014 Year End Review 
Joshua Castro 
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cover up problems or blame others for mistakes. Calls problems out If you see something, say something. Does not disclose 
confidential information. Says whats/he will do and does what slhe says. Does the right thing even when in conflict with own 
self interest. 

Joshua Castro (Self) 

Nereo Diaz (Manager) 

Nereo Diaz (Manager): 

Valuable Contribution 

Valuable Contribution 

When dealing with peers and customers Joshua displays adherence to the company's ethics and standards. With his 
compliance to policies and procedures such as remedy and adjustments, Joshua contributes to the call center goals as well 
as those of other departments. 

After evaluating performance on goals and demonstration level of behaviors, the comments box 
below allows you to provide feedback on the overall performance for the year. 

Nereo Diaz (Manager) Requires Improvement 

Joshua Castro (Self): 
I possess the ability to a be a better employee that I did not utitlize within the year of 2014 

Nereo Diaz (Manager): 
Joshua's overall scare requires improvement as does his ability to meet the company goals during this review period. With 
his continuous efforts and his willingness to work in the required areas we will continue working together towards our 
upcoming goals for 2015. 

In the comments area below, you can share feedback about your Year-End Review. 

2014 Year End Review 
Joshua Castro 
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.Agi l i ty Preparing Cablevisionaries for what's next 

REVIEWER 
Raniero Cecora (Manager), Gilbert Vega (Manager· Co·Planner), Valmiki Mohip (Manager - Co­
Planner) 

Rawle Williams 
Rep I - Tech Support 
Position Number 

Cable Operations 
Business Unit 

TSG Level 2 - Jericho 
Department 

Rep I · Tech Support 
Position Title 
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Contact Centers CSRs, ASRs, TSRs, Leads· 2014 ·Resolve customer's issue the first time, 
ensure no Repeats 

• First Call Resolution Rate " % of callers not calling for similar issue within 24 hours 
(Valuable Contributor performance = 91 %) 

• Quality Rating" Average Score of Internal Quality 
Assessment (Valuable Contributor performance" 80%) 

Start Date 
1/1/2014 

Visibllity 
Yes 

Rawle Williams (Self) 

Gilbert Vega (Manager - Co·Planner) 

Valmiki Mohlp (Manager - Co-Planner): 
First Call Resolution Rate" 91.0% 

Quality Rating" 83.5% 

Due Date 
12/31/2014 

Valuable Contribution 

Requires Improvement 

Progress 

Contact Centers CSRs, ASRs, TSRs, Leads - 2014 - Seek opportunities to educate/empower 
customers to utilize self service and alternate contact channels, through increasing personal 
usage of proactive email tool 

• Quality Rating= Average Score of Internal Quality Assessment 
(Valuable Contributor performance = 80%) 

Start Date 
12/30/2014 

Visibility 
Yes 

Gilbert Vega (Manager- Co·Planner) 

Valmikl Mohlp (Manager - Co-Planner): 
Quality Rating " 83.5% 

Due Date 
12/31/2014 

Valuable Contribution 

Progress 

0% 

0% 

20·14 Year End Review 
r'owle Williams 
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Contact Centers CSRs, ASRs, TSRs, Leads - 2014 - Seek opportunities to educate/empower 
customers to utilize self service and alternate contact channels, through increasing personal 
usage of proactive email tool 

• Quality Rating =Average Score of Internal Quality Assessment 
(Valuable Contributor performance = 80%) 

Start Date 
1/1/2014 

Visibility 
Yes 

Rawle Williams (Self) 

Gilbert Vega (Manager - Co-Planner) 

Valmiki Mo hip (Manager - Co-Planner); 
Duplicate 

Due Date 
12/31/2014 

Valuable Contribution 

Valuable Contribution 

Progress 

0% 

Contact Centers CSRs, ASRs, TSRs, Leads - 2014 - Actively engage in all communication 
activities, meetings, focus groups, training sessions and ones on ones; Deliver excellent service 
in every customer contact;Always make the customer feel valued troughtout the interaction, 
acknowledge and address their needs 

• Service Experience Rating - Post Call Survey results multiplied by Transfer Rate 
(Valuable Contributor performance = 78%) 

• Quality Rating - Internal Quality Assessment 
(Valuable Contributor performance= 80%) 

Start Date 
1/1/2014 

Visibility 
Yes 

Rawle Williams (Self) 

Gilbert Vega (Manager" Co-Planner) 

Valmiki Moh Ip (Manager - Co-Planner): 
Service Experience Rating "' 79.0% 

Quality Rating " 83.5% 

2014 Year End Review 
Rawle Williams 

Due Date 
12/31/2014 

Valuable Contribution 

Valuable Contribution 

Progress 

0% 
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Contact Centers CSRs, ASRs, TSRs, Leads - 2014 - Actively engage in all communication 
activities, meetings, focus groups, training sessions and ones on ones; Deliver excellent service 
in every customer contact;Always make the customer feel valued troughtout the interaction, 
acknowledge and address their needs 

• Service Experience Rating - Post Call Survey results multiplied by Transfer Rate 
(Valuable Contributor performance" 78%) 

• Quality Rating - Internal Quality Assessment 
(Valuable Contributor performance " 80%) 

Start Date 
1/1/2014 

Visibility 
Yes 

Rawle Wiiiiams (Self) 

Gilbert Vega (Manager - Co-Planner) 

Valmiki Mo hip (Manager - Co-Planner): 
Duplicate 

Due Date 
1213112014 

Valuable Contribution 

Valuable Contribution 

Progress 

0% 

Contact Centers CSRs, ASRs, TSRs, Leads - 2014 - Handle all call you are trained for without a 
transfer; Complete all customer transactions with a high degree of accuracy 

• Knowledge Check results (monthly assessment) - Annual Average Score 
(Valuable Contributor performance" Average Score of 85%) 

• Quality Rating - Internal Quality 
Assessment 
performance ~ 80%) 

Start Date 
111/2014 

Visibility 
Yes 

Rawle Wiiiiams (Self) 

Gilbert Vega (Manager- Co-Planner) 

Valmikl Mohlp (Manager - Co-Planner): 
Knowledge Check results " 85.8% 

Qlmlity Rating" 83.5% 

2014 Year End Review 
Rawle Williams 

Dua Date 
1213112014 

Valuable Contribution 

Requires Improvement 

(Valuable Contributor 

Progress 

0% 
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[Contact Center] Accountability: Cablevisionaries take ownership and deliver results. 

Shows strong commitment to achieving results and pursuing excellence. Identifies what needs to be done and does it well. 
Collaborates with peers, providing assistance and coaching where needed; Looks to continually develop sell. Works until tasks 
are successfully completed. When faced with obstacles, pursues options and escalates to management with ideas for 
solutions, and sees resolution through to completion. Treats job as if a business owner. 

Rawle Williams (Self) 

Gilbert Vega (Manager - Co-Planner) 

Valmikl Mohip (Manager - Co-Planner): 

Valuable Contribution 

Requires Improvement 

Rawle has had issues adhering to his schedule of llmch and breaks. He did not meet for adherence for 2014 and 9of12 
months .. He did met meet availability for 4of 12 months. He has received customer commendations for his ability to make 
customers feel at ease 

[Contact Center] Customer-Focus: Cablevisionaries know the customer is at the heart of 
everything we do. 

Identifies customer expectations and asks questions to ensure accurate identification of customer needs and relentless 
pursuit of an excellent customer experience. Listens carefully and demonstrates caring/empathy Conveys commitment to 
salving the problem. Anticipates customers' needs. identifies barriers, and escalates to resolution. 

Rawle Williams (Self) 

Valmlkl Mohip (Manager - Co-Planner) 

Valmiki Mohip (Manager - Co-Planner): 

Requires hnprovement 

Requires Improvement 

Rawle is very customer oriented and does well trying to handle customer escalations He has received numerous praise calls 
because of it. His quality scores does not reflect his commitment. He did not meet Quality for 6 of 12 months. 

[Contact Center] Integrity: Cablevisionaries live the values that make our company a great place 
to work. 

Is honest and direct in dealing with people. Acts consistently with Cablevision values, stated policies, and practices. Does not 
cover up problems or blame others for mistakes. Calls problems out If you see something, say something. Does not disclose 
confidential information. Says what slhe will do and does whats/he says. Does the right thing even when in conflict with own 
self interest. 

2014 Year End Review 
Rawle Williams 
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Rawle William$ (Self) 

Gilbert Vega (Manager - Co-Planner) 

Va Im I kl Mohip (Manager - Ca-Planner): 

Requires Improvement 

Requires Improvement 

Rawle has not adhered to attendance and leave policies and as a result is on a written corrective action for absenteeism 

After evaluating performance on goals and demonstration level of behaviors, the comments box 
below allows you to provide feedback on the overall performance for the year. 

Gilbert Vega (Manager - Co-Planner) Requires Improvement 

Valmikl Mohip (Manager - Co-Planner): 
Rawle is showing commitment and taking ownership of all issues. He makes sure that the customer is well taken care of and 
looks to create a positive customer experience. Rawle takes that extra time to make sure that all the details and follow up 
work are completed. He diligently works toward correcting and improving in those areas where he needs help. He actively 
seeks me out from time to time to ensure that he understands any changes or new processes. He has received customer 
commendations for his ability to make customers feel at ease. Rawle must work on his punctuality. 

In the comments area below, you can share feedback about your Year-End Review. 

2014 Year End Review 
Rawle \/Villiams 
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UNITED STATES OF AMERICA 
BEFORE mE NATIONAL LABOR RELATIONS BOARD 

REGION29 

CSC HOLDINGS LLC and CABLEV1SION SYSTEMS 
CORP., a single employer 

Respondents, 

-and-

COMMUNICATION WORKERS OF AMERICA, 
AFL-CIO, 

Charging Party. 

Case 29-CA-154544 

ANSWER TO AMENDED COMPLAINT ON BEHALF OF CSC HOLDINGS LLC 
AND CABLEV1SION SYSTEMS CORP. 

Respondents CSC HOLDINGS LLC and CABLEVISION SYSTEMS CORP. 

("Respondents"), by their attorneys K.auff McGuire & Margolis LLP, hereby answer the 

Complaint dated August 24, 2015, as amended on the hearing record on October 1, 2015 

(the "Complaint"), in the above-captioned case as follows: 

l. Respondents are without knowledge or information sufficient to fo11n a 

belief as to the truth of when the charges were filed, but admit they were served on or 

about ,June 22, 2015. 

2. 

(a) Admitted. 

(b) Denied; however, Respondents admit that, at all times relevant to 

the allegations of the Complaint, Cablevision Systems Corp. ("Cablevision"), a foreign 

corporation, has an office and its place of business located at 1111 Stewart Avenue, 

Bethpage, New York. 
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(c) Denied; however, Respondents admit that, at all times relevant to 

the allegations of the Complaint, Holdings has been a subsidiary of Cablevision, with 

common ownership, directors and officers; the companies do not make sales to each 

other; and the companies are publicly identified as parent and subsidiary and are held 

out as a single business enterprise. 

(d) Denied; except that Respondents admit solely for the purposes of 

this proceeding that Holdings and Cablevision are a single employer jointly and 

.severally liable for any unfair labor practice liability resulting from this proceeding. 

3, 

(a) Admitted. 

(b) Admitted. 

(c) Holdings and Cablevision each admit that it is and each has been, at 

all times relevant to the allegations of the Complaint, an employer within the meaning of 

Section 2(2), (6) and (7) of the National Labor Relations Act. 

4. Admitted. 

5. Denied; however Respondents aver that the individuals listed held the 

positions set forth opposite their names, below, at the times related to the allegations of 

the Complaint, May 1, 2015 until June 8, 2015; and, Respondents admit that each was a 

supervisor within the meaning of Section 2(11) of the National Labor Relations Act: 

(a) James Dolan - Chief Executive Officer 

(b) John Tucci - Manager, Technical Support Group 

(c) Yvette Panno - Director, Human Resources Generalist 

(d) Francesca Prochazka - Manager, Human Resources Generalist 

(e) Anthony Maharaj - Supervisor, Technical Support Group 
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(f} Val Mohip - Supervisor, Technical Support Group 

(g) Paul Hilber - Senior Vice President, Human Resources 

6. 

(a) Denied. 

(b) Admitted. 

(c) Denied. 

(d) Denied. 

7. Denied. 

8. Denied. 

AFFIRMATIVE DEFENSES 

Assertion of an affirmative or other defense by Respondents does not constitute the 

assumption by Respondents of any burden of proof properly allocated to the General 

Counsel of the National Labor Relations Board or the Charging Pm1:y as the case may be. 

FIRST - The allegations of the Complaint are barred by the limitation of time in 

Section 1o(b) of the Act. 

SECOND - The allegations of the Complaint fail to state a claim for which relief 

may be granted. 

THIRD - The remedy sought in the Complaint that an Order should issue 

requiring that Respondents reimburse Dorothea Perry for all search-for-work and work­

related expenses is an abuse of discretion, the General Counsel has no basis to seek the 

remedy, and the remedy is not authorized by the Act. 

WIIEREFORE, Respondents CSC Holdings LLC and Cablevision Systems Corp. 
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respectfully request that the Complaint be dismissed in its entirety, and that 

Respondents have such other, further and additional relief as may be warranted. 

Dated: October 6, 2015 at New York, New York. 

KAUFF MCGUIRE & MARGOLIS L P 
Attorne for Respondents 
CSCH di gs~LC~~ 'onS, 

By: -4.__ ___ -f ___ /--~---­
Kenneth A. Margolis 
Kristina C. Hammond 

950 Third Avenue - 14th Floor 
New York, NY 10022 
(212) 644-1010 
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From: 
To: 
Sent: 
Subject: 

Yvette Panno 
John Tucci: Millon Lopera 
5/20/2015 7:42:14 PM 
Fwd: Update 

s~~nt from my Verizon Wir.eless 4G L11.1E srnartphone 

.-···,.·---- Odgl.irnl tne"5age --------
From: Gilbert v·ega <::GVEGA@cablevision.com> 
Date: 05/20/2015 7:27 PM (GMT··05:00) 
To: Yvette Patino <YPANNO@cablevision.com> 
Subject: Update 

Yvette,. 

If you &.re in tomorrow, can we meet about DoJ:::·ot.hea? I just spoke with V~-1.J. a.n.ci he said he spoke 
with her yesterday and she said that there are still things that she would like to mention to 
Mr. I>~>lan that she did not include. ;Lri l"H-a:c last e-mail. Val said $h\T- would not elaborate. He 
:i.ndicated that he will follow-up with her tonigt1t. 

I again C:<>ached Val on letting me know about. these things when they happen. He owes l'O~ an 
\lpdat:e after his meeting wit.h her tonight. 

GilbHt Vega 
TSG Manager 
516-803··0653 

g( 
Exh. No: .:fl_ Received .• .:::'.Flejected--. 
Case No.:2:j.:.Jdl: .. ! 'f '1....,'.'~Y,_V __ ...., 
Casa Name: c~.f .. ~-Akt.'?f Ll( 

N P . It- Hf !In·\ o. gs: Dat•r--Rep.:--~-
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From: 
To: 
Sent: 
Subject: 

Really? 

From: Gi.lbe.t:t V~ga 

Nicole Westcarr 
Gilbert Vega 
6/9/2015 8:34:31 AM 

.RE: Monthly recognition -VoC May 2015.pptx 

Sent: Mond;ay, June 08, .20;LS 10:22 J?l'-r 
To: Nicole Westcarr 
Subject: .RE: Monthly recognition "·VoC May 201:).ppt:~: 

9( 
Exh, No:tl_ RecaivadLRajectad_,_ 

Case No.: ,?-q ... i· fl -,::.LI;!/ "'I 'I .. _ .... 
Casa Name: Ls_c_/f,,(,.t~-rF 11 c. 

ta·7-n 
No. Pgs: Date: 'Rep.: ?1"'''1· 

You may want to ren1ove Dorothea Perry as she is r:o lon9er with us. 

From: Nicole Wes~carr 
Sent: Thu..t:sda.y1 ..:run>0. 04, 201Ei :):OJ, P.M. 
To: Ta..r·<1 C;;i:!'npbcl-1.; ctvonnE~ Srn.ith; Gin~~ Sp£.J.~~J..dtng; G5,.llh\!t~: v~~g~); .h..nita Zum.rno 
Cc: Jol1n Tucci 
Subject: fT1l: Monthly recognition -~voe May 2.0lS.ppt:-: 

1'<::~63.m, 

l'.-'J.$6\Se revieN th~~ pre:-::~c~n.::' .. ~1t.io.n J.e.t me kn.ow hcv.r :mr.;r:.y pc.ints you thirrk we .should e:we.:cd to eac.h 
o:E t.hen1'? 

I :Lc.)1;ik.1\1!'J a.•::. t.hc* d.1\:!t.a f'o.r: t.hi:i~ p;::i.~;t. 90 d,~iy$ ~tnd e;::~.Gb. month \"H~ ;;tv.c3r=ig1~ .b<-:t~w~~~en 10 - 15 
repres1=n"Cai:ivcs. Whatever arncunt we aqr1=:e to 1 e~ich of us h'OU.1.d. cont.r,::i,bute thos~':! bucket er. 
points for one month for the remainder of the year. 
For example .. I will award the points tc all t.he re:prese::ntcltives reflected on the slid~ .for 
the: month cf May. 

From: Nicole WEstcarr 
Sent: Thursday 1 June 04, ~~015 2:52 Pli.1 
To: Milton Lopera; John Tucci 
Subject: RE: Monthly recognition "0 \loC !'<lay 2015.pptx 

FLom: Milton Lopera 
Sent: Thursday, June 04, 2015 2:44 PM 
To: Nicole Westcarr; John Tucci 
Subject: RE: Monthly re.cognition .. voe May 201.5.ppt:-: 

J,,OVE~ 1'1' ! 1 ! ! _ •..• c~~n W<~ give t.hein sorne poi,nt.s '? 

From: Nicole Westcar~ 
S~nt: Thursday, June 04, 2015 2:15 P:t-iI 
To: John Tucci 
ce: Mil t.~.H'l Lopera 
Subject' FW: Mont:hly recogn.i.t.i.on -voe May 2015.pptx 
Irr1por.tance: High 

John, 
There is currently nothing in place to recognize those: :i::epresentatives who end the n\onth w.ith 
10s across all attributes of the call. 

Please review the attached, and provide ie:edback. 

R0003834 
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Date: 5/26/2015 

To: Manvendra Mittal 

F'rom: Vahniki Mobip 

Re: Action Plan~ NPS) OSAT and AHT 

On 3/05/2015~ 3/27/2015 and 4/25/2015 we discussed the ne.ed for improvement in NPSi OSAT and 
ABT, which are extremely important to Cablevision and the operation of the department} as wen as the 
self ~induded impact on your metrics yearly performance,. · 

Mcpivendra has failed to meet tlte peer: group established average in tlte area concerning the L1'R 
aspect of NPS and OSA T as well as AflT for the past two months. 

Since then~ we 11ave not identified sufficient improvement in these areas. Therefore) this Action Plan has 
been prepared to assist you in meeting the standards of your position. With your inputi this plan will 
address the areas where we expect your performance to improve; the desired perfo1•mance level; and 
what you should expect if the desired performance objectives are not met. 

You will be given up to <30> days to improve your performance in these areas to the expected levels 
outlined below . 

. Area .ef... N eces;a!J!.i~lP!.P;;;:;i~e-n-t_ ~'~·-.. ·--, _P_}!d_.orman~.f OJ!iective/How"'to co;:;:;--_ct_"~~-.,, .. --~·~-... 

NPS 
Mauvendra had failed to achieve the 
expected average for the months of Feb 
through April falling well below his 
peers in his NPS scores as detailed 
below: 

Manvendra Peer Group 
Feb 15.1 56.7 
Mar 8.3 54.8 
Apr 1.1.6 54.9 

The expectation is that Manvendra will complY. with the 
recommendations outlil1ed to achieve an NPS ~verage at or 
above those of his Peer Group over the course of the next 30 
days and moving forward. 
Some suggestions for correcting: ~·' 

• Convey the value of Optimum's products and services 
• Offer personalized options to the customer 
• . Educate the customer on self-help options to add value 
• Value the customer's tenure and businoos - Conduct a 

natural, professional and courteous conversation, 
personalized to each customer and situation: 
Demonstrate confidence; convey a sense of urgency) 
concern and understanding of and explaining your 
customer1s issue while taking ownership for the 
resolution. 

, .. -"'~----~~·-··-~-·-The exi1ectatio11 is that .. Manvendra will cou1ply with the 

OSAT 
Manvendra 

Feb 7.5 
Mar 7.7 
Apr 8.1 

Peer Group 
8.9 
8.9 
9.0 

reco.roiuendatioris outlined to achieve an OSA1' average at or 
above those of his Peer Group over the course of the next 30 
days and moving forward: 

• Utilize your soft skills 
• Empathize with the customer the moment they state their 

issue 
-~~-------~~----..___..... __ 

1 

...... 
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~O'!!l"_!!!l!'.....,,l~~~~h..Jli,_~-.. ~·-·· 

Area of Necessary Improvement __ , __________ ,,~ __ ,, 
AHT 

Manvendra Peer Group 
Feb 756 633 
Mar 733 635 
Apr 815 625 

Performancl!- Objective/How to Correct 

The expectation is that Manvendra will comply mth the 
recommendations outlined to achieve an AHT average at or 
above those of his Peer Group over the course of the next 30 
days and moving forward: 

• Utilizing all reference material, systems and 
_troubleshooting flows including hu,t not limited to the 
KDB~ TSGNews, IDA1 and Remedy, efficiently and 
correctly handle all aspects of each incoming call. 

• Your Supervisor will remote 1i.ve monitor you a 
minimum of 5 times weekly to assess your · 
understanding and execution of our call handling 
processes~ troubleshooting steps and your ability t.o ' 
control your c~.l~ls_. _ ~-~ --~--..--- _____ ____. 

Supervisory Assistance: 

During this period~ 
• I will meet with you on an as-needed basis to assist you with the Action Plan outlined above. 
• I also will make myself available to discuss any other matters that might arise in the normal course of 

business. -
• Supervisor Shane Abbatecola will sit side by side with you. for 30 minutes a week and provide both 

feedback: and tips to better your NPS score. 

This Plan is designed to help improve your performance in the above stated areas within the next <30> days. 
If any of the above situations occur within this time period, if you -are unable to :improve and sustain 
improvement in the designated areas or if you engage in any conduct that violates the Company's 
Values/policiest (during this period and thereafter), you will be subject to further corrective action up to and 
including termination of your employment. 

Acknowledgement: 

I have read~ discussed and understand the contents of the Action Plan. I understand that any further 
occurrences of the above-referenced performance issucsi any failures to improve in the designated areas, to 
sustain improved performance, or to comply with the Company,s Values and policies may lead to further 
corrective action1 up to and including separation of my employment. My follow up meeting is scheduled 
6/5/2015 t 

_fJ. . . ~ ;).j 
Supervisor:~--//-·-~--~-if~~--~---------

Date: -~-~ ...... 1-~....-..i--l-1~~,......_"_~ 

2 JA0596
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-From: Joel Cataldo 
To: Yvette Panno 
Sent 6/1/2015 2:50:25 PM 
Subject: Re: Action Requested: Dorothea Perry 

My only concern it waiting is that the others won't be receiving COBRA dollars.,. This would 
feel different. 

From: Yvette Panno <YPANNO@csblevision.com<mailto:YPAN NO@cablevision.com » 
Date: Monday, June 1, 2015 at 2:46 PM 
To: Joel Cataldo <jcata ldo@cs b!evi s.ion. com <maflto:jcataldo@ceblevision.com » 
Subject: RE: Action Requested: Dorothea Perry 

Paul said same .... get ready ... I do think it would be in context in June 

From: Joel Cataldo 
Sent: Monday, June 01, 2015 2:46 PM 
To: Yvette Panno 
Subject: Re: Action Requested: Dorothea Perry 

Would there be more noise if we waited until the end of June? This one feels like a tear the 
bandaid off opportunity. 

JC 

From: Yvette Panno <'/r:·;:,.,i..;l~O@c2bli;;vis1onco1r1<mailto:Y:-·":,\;\c.,:g;~c;.:.l):<'-'vi1::i::·,, c~.~i-·:·.>> 
Date: Monday, June 1, 2015 at 2:36 PM 
To: JoelCataldo<1c~;;taido@cab!ev1sior~.corn..::mailto:jc<=ita!dc.<f.~ic<=':;·!E\.'!~~io:-: CCJP'i>> 
Subject: RE: Action Requested: Dorothea Perry 

Perfect...tell her it will be noisy and she did file a charge in 2012 - alternative is to wait 
until end June 

Frorn: Joel Cataldo 
Sent: Monday, June 01, 2015 2:36 PM 
To: Yvette Panno 
Subject Re: Action Requested: Dorothea Perry 

I'm with her now. I'll ask her. 
JC 

From: Yvette Panno <YPANNO@cablevision.com<mailto:YPANNO@cablevision.com>> 
Date: Monday, June 1, 2015 at 2:32 PM 
To: Joel Cataldo <jcataldo@cablevision corn<mailto:jcataldo@cablev1sion.com>> 
Subject: RE: Action Requested: Dorothea Perry 

Thanks.", did you receive approval from Lisa or do you prefer me to call her? 

From: Joel Cataldo 
Sent: Monday, June 01, 2015 2:32 PM 
To: Yvette Panno 
Cc: Hanlsa McBride 

JA0598
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Subject: Re: Action Requested: Dorothea Perry 

Paul is comfortable with the 18 months option. 

Thanks 
JC 

From: Yvette Panno <YPANNO@cablevision.com<mailto:YPANNO@cablevision.corn>> 
Date: Monday, June 1, 2015 at 10:26 AM 
To: Hanisa McBride <hmcbride@cablevision.com<mailto:hmcbride@cablevision.corn>>, Rosa 
Morales 
<RCAMPBEL@cablevision.com<mailto:RCAM PBEL@cablevlsion.com>>, Joel Cataldo 
<jcatald o@cab!ev is ion. com<rnailto: jcata ldo@ca b!evis ion. corn>> 
Subject: RE: Action Requested: Dorothea Perry · 

Thanks for the followTup, Hanisa. 
I also relayed to Joel that we still are pending Lisa's approval. 
18 months is the discussion J had with Paul last week. 
Yvette 

JA0599
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DMc: 
Narne; 
Dato ol Hlre: 
Title: 
Grade: 
S 11po1visor!M;11rn9er: 
Prior Corn~ctive ,4ction.' 

Stzatecnent of Concern: 

:3/20/1.:.f 
K-A 
9/10/12 
Technical Support Rep. l 
13 
Cl~1ire Burnett/John Gilantzi~i 
Norw 

.1"1 

CJ:"1 ;jfo"t14 wr•\ di'.;ct.1s·;:,;f:d tt1e l"k)eci for 1mpn)v;::,nHsnt in jol) kr1owler.,ige. whic1·1 is r::;:<trr:~nv:.ly- i1-npur~r.:~nt to 
th.,:; cu '!,tcr1:s1-. tJ1e opt'~!' atio11 of ll1e \J~?-p;Jrtrnen1, d 1id ti ie Comµany. 

Th:s /iJJion F'lzrn l1;:;t; t:.et'.!n prepdi-ed to assist )'l..)U in n\f~rsl!nfJ rt1e st~mdards of yo•;r 1:iiY~ilkln VV1ir, yow 
,;:put, lhi:;. pL:in will C!dclress the ar't'.:2!S when:: \NG e~:pect your iwrfornr~Hlcr:> l~:;- irn;)tCvs· ilv~ (ji~~·,ii'2'(! 

:.··\.:1 r-l°·~:1nv,:.:JrJ:.:~~~~. ki~. 1~'(~!. ~1nr.'! \N\-iJt y\.'Ju s~1Qu~d e~~:1.:-o(J if the desir·~d pS'cfc.nnanc1:: 1, .. J,1jec~~v1~~~~. ~~!ri} ncl\. ;·n\~t 

4;c5'i?'fiacelved ~ejected-· Exh.Na-:--:. 
case No.:--~..-..:::~----­
case Name::.£:..~-:::.J.~"""1'-:::-'---,;,-;:-~ 
No.Pg&:---

"/qu will br,:, g1vf;1·1 up \o 30 ti<:>ys to irnprovo your pc~rf()(rnEirice in these 21re.:1s io the e~<Pt~id;~d IP-v<~ls 
Guilin1::id <1hove 

:·.: .. ··_·:A.r.~~.-?{~-~~-~:9.i~.~l:y-.fo7J?E9~~~!_~-_;iD.J.~~~r::··:·:::=~~::~.~,~·~--~:::·~_:7=i·ec.~eii!!:~~d9~~-.Q§)~·~-~li.~!EFii.~Y.:I9_ .. ~9fr~.C;.t..'.···· .. ·: .. :··~·······:::·:.·::··········· 
I 

• 1!11'1111-lv:is nl'.lt cc;i;1sis ten Uy ::1chie,;ecl ! 
th10 go~1I ior f\nowl8dfJe Checks. i 
/\;=~~:;,l~ssn1t·1·,ts .. ;'J.t,.:;;1fi1y, ar1d Service ~ 

E:qenence Js follows: 

. Ove:a11 Tec1·11·Hc~1l/Proclucl Job 
; i<nov·1l1::dge 

Knowledge Check 
·1'': Quart~=ir 201:3 75% 

Weekly n·1eetings to be held with yout Sup(::Jrviscx to revie>h' us<:1 of 
department tools, S/sten·is and databases. Supervisor will ntonitoi­
representative ~1 tin10s weefdy to 8ssess the represerit;:1tJve·s 
underslo:indinq, t'm~cullon and communication of overall tt:chn\caJ 
and product knowledge. 

........... ~-·--J~~'.'.-~g~J§~_r:t_~L.?9.l} __ ??.:Yj .... -·····-·---··· .. ·-···------· ... --··-·····""··-------··. ... ................................ . -·-----···"·····- ............. ····-··-······ ...... ·--·-····· ""· -····· 
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•' ........ ,~ 1~·1. · .... ,,.,/'" tf' + /}'.);~ .~/J 
:~J i.)f;J ... ;;;~ 

'' 
.....•.•.•• ·.·,.·_ -····-···---~· • .,,,::.~· .•. ,,,.,,._.~~-··1_; .'.·.·.iii .. . ... •' •"'""'""' .............................. , ••, "' •1.1.~-·-- ................ ·- ""'""'"'" "•' ., ................ , .............. ,~.. .. . ~ . 

• TSG Assessment 
/\Joverr1l)t!r 20·13 60%) 

<> Febn.Ji'Jry 201 ·'I 60' 1 '·.~ 

, Ol.rnltty 

July ?O 13 
~ Dec 2013 

• SNVic0 ExpGri0nce 
Feb 2Cfl 3 

~ ivbrc~1 2013 
P,;;iril ~:o ·1 3 

"' f·1Uy 20'1 :1, 

~ June :~0'13 

79 2.5{~1;) 

79,67''\) 

G5 9V\) 
70.50~/[i 

72.30'% 
7~,1.30% 

74. ·10°10 

' 

.. i .............. ,.,,, .... , ... _____ , _____ .. _, -· '"" "·"-" -------·--·" ,,,_, ... ''"'" -··--·-·- --· ....... ··-.. -, .. ,, ...................... . 

::\.u·1 ;-1c,:: tJ·11s period, yo1.i1' S uparvisor C/o!re Bu melt, will rnee! with you rt:;guldrly lo as;:;i 1:~t yuu 'Ni~.h th~~ 
~:;,<f:: ;T;;\1'!G~ !n:p:-c·Ji:~n11:.'1:! f=JIE,n uuliirrnrJ <:o!;ove Your cnanw;er, John G!ian!zi5::. will ;:;ho 111;:fr:.f; 11ini:;ei! 

:·:.,1:1~:::1u:.:: ~o dJ;~(;1.11)s z;r:/ ul!1 1;:;1· 1T1alter·s u·:c:i1 rnf9t1t arise in the norm~'' cou1·sc; of L~iusiness. 

:--~ !;~: Pi<:iil is 1fos igned to 11(;'/p 1mprnvr::i your pe1forrnant;e 1n !he ~.;i bove stat;:~d areas V•ithin ti1e n.sxt ::a:1 d::iy:;. 

1'. :J:r.; or il'k ;:1:Jo\ff.: si:unlic11·1s :Jccur within tt1is iirnr~ p!~riod, 11· you <:ire uncibie !c 1n1p'\)v6 ar~cl su;il8ill 
i!·1:~:,~u·,,;/11H:\ i11 th1=: c:1%igr:::Hed ar1:}~1~; or if you 1;.nqage in dny conduct n-1:,:d· i;iDlates t1·1;) Comp::~n/s 

\'::1:: . .1(':'·:.ip1.:.ilicic~>. \d uri n~_i t11is p·::::riod and thereaftf:r), you will i)P- subj eel ki rurl11er correc!il1e ::'i(.::tion up to ~l'Ki 
("::i:1(iini:,; k·1w1i11aliori of your employment. 

l .. c k 11 ow!ecl~3c111ent: 

: i 1 r'i·..-~·: 1 &.Jd, discuss~!d and unclerst;,1nd U1e conlen ts of lht? Action Pl,;111 J utKJl~1-stand tt1~H Jny furtt·1er 
'X·:~urr1:.:inces of the 8bove"ref0renced perforrnance issues, any f<.~ilures lo improve in the cles+gnatecl ~irn<is. 
'.!) :suf.:tain :mprO\.:et.1 pertorm<:1nce. Of' to comply with the Company"::; V~1Jt1es and policies n1.:1y lead l(.1 r1.Jrthe1· 
Y.'fl"'7ciive FJction, up to ;;1nd indm1ing S(:!rx:1ration of rr1y employment. My follow up meetil'lfl is ~;d1eclulec! 
::;:?? :" ·~ ~~ 
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Date: 
Name: 
Date of Hire: 
Tit! e: 
Grade: 
Supervisor/Manager: 
Prior Corrective Actioff 

Statement of Concern: 

3/27/"! d 

;<lflmP., 
9?1-0t! 2 ?;;. 

Teo·1nica1 ~:,i.mpon Rep. I 

Cl;aire 8ui'1Kll!John Gi!anlzis 
r~one 

011:3/fa-f"I:.\ 1Nt3 di::;.::uss2r:I th~~ 'V:f;ci for ir11;.)i"01.··~!lrr1~'nl in jcb kno1.-vlecl!Ji'.:, wl"licl1 is s:~tr~r-n~;!ly i111pon<:1nt le, 
th~ c1 ... 1stccner'. tht:' ope1·i:ltio11 of t:·-1';' cJ·~1p.:innFjnt. anc:1 the Con·1pany. 

This Action Plan h<~~~ been prepared to 21ss1s l ycu in meeting the ~j\a ndar·d s of 1rc1ur po$irio11 IN.th ye;u:­
inp\.i1, tJ-!is plan 'Nill addn;,,s:; th<:! im=.:as where we e>ipect yc;iur p~;;rtornv:ince to irnprcn;c; the d~'.sirDd 
~·1erfo~,n~anc~; ievt:!: and 1.;vh2~l yo~.J ~)hould ~=-:~~pect ~f u-!e rJesircd ;-_;c~rfc)nT1an~:~.~ c1 bject;v~;:s ar~:: not n'~~::I 

,-·------·--·.,.,.,,._,,, ....... ,""'''·· .. '·-··-·"-···-· .. ··-.. -·--'f·····-·---·--------------------·--··-··--··--···•1•"'''"'''""''''''·~·=·~·""""""-~ 

1 (\ti~~~ s u j'" ~~ I ~-: o ~~ l ~ 
r-----------·"""""'"'"" • ····'-·";·····------·---·--------·--------·------••·•·-·n•"·"""""'"""'"'"·"··••-----·: 

i Kr:o1vl-·~ln ., c rl'"'C'' I •n"I';' ! 
r·--~---~--1-~ _,,,__::____.:.___:~ ,, '°'-1-----·--·-----·-·-·-"''-"""'""·'·"''.::'.:~ .. '..!t_" I 

! TSG ,i;ss&SE.ment 1 ,sos";, , 

~=-~~~~~--=I~i~~::~~:l:~-~=~~~11 
You wi!I br::: 9i•.i<;rn ·.1p to 30 day:::; to 1mvo·1f :rout' r)1~rfo1·m:i11xe in t11ese d1·eas to H10 expi:Jctf~d !l:'•ids 
~:0~1U1netj .:;;bovr~ 

···· ...... A:E~~~~-?.z-~~:~~~~~:~!.li .. /r!iP..!:_?.0..~!!.?:~·~L:•·::[:~~---~~:~·-·:::~·:::~·········7s0-ifur:m?!_QE~ .. Qfl~.f.!!'.Y._-OJR?.iv:_z~:9._?.1:;·:~I~.--~::::_~:·•: .. ~::_.::::-=: .. •:·•.: 
I 

i Ill §8 h~% not consistenlly achieved ' 
i the goal fo1 Know!edge Checks. 
: Assessrnen ts, Quality, ;~nd Sefvice 
: E.xpenence as iollows: 

· Overdl! Techni(.~;;:ilfProdt.1ct Jc)b 
· Knciwled9e 

Knowledge Check 
1 '' Q~1arter W ·13 7 5'% 

~ J""' 01)arter 20·13 65% 

Weekly mm1lings lo be helcl wit!"1 your Supei-visor to review use ot 
departrnent tools, systems and databases. Supervisor will monitor 
representative .3 times weekly to 8Ssess the representative's 
underst<irnding. execution and communicat1on of overdll technical 
and product knowlt?dge. 

"" '"''"'"''"""'"''""' ""'"'""'"'_"'_•-•-•-•-••"•,,,,111.., •••• _.,,,. "' '' '""" '"'"'""'''""''""'"""'"'"'""'""""""""" '""""'-•••••-,..10'l'"'l1',1.1,.,""'""'"'-"""'""-''"""-••-•-••-1••.,..,.•'11'•-1, 1•Mll.i "l"••~'l•'"""""""""'""""'"""""-""'""'"'"""l""'"'"'""""'nl~ •• I'•••-•••••-••---------"""'"" • •- "'"",I '•''I',"'"""•• I \',,II , , " "" '""" "'"'"'-••-•-••-••••'"''""' 
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•. \{,.::·1r,:1 j .. 
. . . ... -·T ··---··-----------------

' TSG Assessment 

. Quality 

Nov·2mber ;?0-13 
Febn-1<ary 2c1·14 

,July .21}1 J 

S~rvice Experienc9 
f,::;b 2Ci1J 
rv1arch w-1 :3 
April 20·13 
~;lay 20'1 ;3 
Jun'::2013 

60% 
GO':_\) 

79i.;,~ 

78.25'/(, 
79.IJ?V/:1 

(~ ':i . ~) O' :::, 
70 50'-;.-;, 
72.30'% 
? 4 .JO ;~i 

h'.11 owh'dge Chcd.: \:h;\:!i }U 1-·I 50'\11 
Quallty :; i .5 11 i, 
SF!~ ~;:i_-; 

StJpervisory J.\ssist:at>G1';: 

1 

i 
I 

I 
I 

i We•2:k:ly meetings with Superviso1· to review Ouality monitor$ 
i 

Du1·i1·1 1~1 ~t·is pe1'ii)C: y1.)ur Supr:'f\/ise::·. C!air"r'::: 8ur:1~~tr. rne\ wiiil you ;_-rnd rr~·~1eHed l!lre~.:: c::1iis. 0110r·ail )/Ou cl:i:i a 
'~;ooo 1•J:J !1oublesh1.::1oti119 on two of t11e c::ill;). Your Supe1vi~;or did bnng tc· yowr 2iu.ention on one of your calls 
'.nu srv::iu lei 2d1r'ise l:lv:> cus ton~c; r· ',•vhr.il y:Ju cc::iri do to !v:~lp lJ-:em, r,:::rthe1· 1.h~rn w!1at y:)U c•:-11111,Jt ,jo. Thi:~ c~1li 

t;ec:;:ini;; ::111 ;::,::;c,\:o::t:on. 1/1/IY.:n .;1 \.>:.-di diups 'i':i:il~:: you 21re S'.3CJl;3lin(J !o a tecicl tt1e l~:~d ;;IKJuld 1:.::11 1)1 1 ':~ 

;~:.us'.Dll"18( [:,;~iCk. Tne ticko; ! ;:;ilou id bl:'.~ dOCl!lrttHI [1:;(! J !"ICI pl;::icec i11 wor:·~ in p 1·0.-~1res.s We (~ISO r\!!'ti&wecl /GU!" 

ssco11d OoSO rnon i toi. You ~~hould 'ldv1~ vorifiecl th::: ce Ii # you wer:::1 s;:.nc1i11~1 t1·re tem pocary pd sswo(::I w. 
3'.~!vis·:::c! lr1iO:rll th.::1'. 1t e:<;)ice;;, 1n six hours and '.Ci crea\e ;~ p:.~Viworc! th8t i.s ctifficul! fo1 others tc, figure out us13 
1·1ur·n~1e1·s an1j :;ymb·~is. 

Supervisory Assistance: 

[Ju ring this period. your Supervisor, Claire Bumett, will meet wiU1 you regularly lo ass'1st you with tr1e 
Periormance !mprovernent F1lan outlined above. Your manager, John Gil.;;inl2is, will also rn~1ke himselft::-:-.~'."\ 
:r-r:;iilable to discuss any other mattt~rs that might arise in the normal course of business. 

Ti1Js Pl.:111 is de-signed to help impr()V·:J your perforrnance in the above stated areas witt11n t11e next 30 (j;:iys 
If any of tt1e abo 11e situc.)lions occur wil11in H1is lime period. if you are unable to improve and sustain 
1mprov8rnenl in n1e designa\e(J are;;is or if you engage in any conduct that violates the Cornp~:.n/s 
l/2iues/policJes, (ou:ing this p0riod ancl tr1ereaiterj. you will be subject to further corrective action up to ancJ 
rnclud\ng tenr1ination of your employment. 

Acknowlodgament: 

I ila':e read. d!scussed w1d und;:'.!rstand the contents of t11e ActJon Plan. ! underst.::1nd that any fur·t11&r 
'.>.::~urrences of the sbove-referenced performance iss~1es, any failures to improve in the designated areas, 
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tc c;,_;:~ta:n 1rnproveo periormancc. or io comply 11vith th01 Company's \h1!u1:is ~ind oolic::ies ITldy l6<:1d to furt!ib 
cu;-:,:..::::.ivG dc:ticn. up to and 1nclu1:Jin9 separ2ition of rny employment. My follow up moering 1~; sc!v~c1u1e·;J 
. , .' ··~ :' ~ . ! 
--:'li.,'' 1...,., 

,. 

l-_.I~_·:.,' ,•_,·-.·~.. I I i ._.: : ...... ~./ 
. , - ....... ...:...::. ____ .;,,.., ...... ,_..::._, __ , __ , __ ,_, ___ ,_L .• _. __ .. ____ .. , ....•.• _ •. ,, . ' 

RD0099S8 
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Date: 
Name: 
Date of Hire.' 
Title: 
Grdde: 
S vpervisor/Man01ger: 
Prier Correctfvo Acticn.' 

Srnb~nrnnt o·f Concern: 

4/13/14 
K .. R 
9/10/"l 2 
Technicel Support Rep. I 

Ci<:1ire Burn;:~tt/,.John Gil.;w,tzis 
None 

On :}'rn11.i w<::: cll~3Cu~;3e;d th(:' ;1i:::ed for irnpr;)v01n0r1i in job kncwled9e. wr1ich 1s ext1·em;::;ly 1rnport<Jnt to 
U10 cust(;r:1~1r. the opf;,r;::it;,~in d the depai-t.rnent. <1ncl tr1e Con·1pi:1ny. 

Thi$ /·~c11on PL1n t1~is t;::;1:}n preparer:! to c::~s1u you ir1 rr12etinq t:1e standards of your posilion. VVil.11 your 
input Uk;; pl~11 will a(Jclress the :::-"J.re:as wh;~:re w19 e;<pect your perform~nce to irnpro··Je: t11e cles1:-t'c! 
f}~'G(fC(:1'i~lr1C~~ !~~ 1,;e!: ;3rh.-J v.1~:.:;?.t. you ~:~d!(,)Ukl e~q·:,i~~Ct d t1·rc d(:?S~t'f!c.I p~:H-forrTli;HlC{~ ~:ibject1ves ar~:7 (l\J( :na·t 

1·---., ............ ".' ... ,.-.~·--··'""·"'········r"······-·-··,,.,·--···-~-----·-··---------------·------
1 i111 •3"0\St1re <3 cs! \ 
:-·····-i·,1·• ..... 11 ...... ,.,~~~.1·•1•~1.11>11 ..... ,1m.•··~~··•1-·l-"'•·'-l'l~ .. ,.~.1 ·~.1·~1.11 .. 1111111•~1~1.1· •• ~11 .. -- .. ·-··---- ------·-----·-·-·----·-----------·~ 

! I 

; f\now!'£.9.9.~,.f .. .t).§'S~~ , ..... _ .. ,,,. _____ EIS'}'.) -------~ 

I TSG Ass&ssment ary,<) 
;-·1,·-·"1""1·.·1·~·· .. 1'1'1,.,.,,1-1'"..,,."''l"''' ..... ·"""''11• ..... .....,,~......... ----···-.. ·-------- ------•• 1 •• , 11 ... ~ 1 ,,. 11 , •• ,. 1 

I Quality 130'}:, I 

i_ .. ,, ............. ,,,,:?.§.3 .......... _ ..... ,, .. , ...... Z!}'\, 113-1'~·:1-_;:orior 10 1 "!/13 for qracl:~~ .J .. ~~)J 

You will be given up to 30 da:/s tc: 1n1prove y:)ul' perforrn:::incf.l 111 tr1e~;.::; areas to U-1e oxpeck<I 1Gvt~i5: 
outlined above. 

i~· .•... A.1:~-~~r??:f!_~~~ii~i:Y~L~TF_!:9-:~~~~~!.fr-~:.:r: ... ~:~~:=:~.~~·:.~:·.··.·.:.~:~~E.i.ct?.r,(~~~-£~.:-.?2_~J~:~rI~;zg;;_~:l~~I~9!.2~:~t::.·:········-····· 
I I 

! .... r1as not consistently achievecl l 
: . the qoal for Knowledge 0)ecks, 
: Assessments. Quality . .;ind Service 
E:~perience as iollows: 

' Ovor::ill Technical/Product .Job 
; f<::nowledqe 
I ~~ 

: Knowledge Check 

Weekly meetings to be held wilh your Supervisor· to review use of 
department tools. systems ancJ c!at<:1b;~ses. Supervisor will monitor 
representative 3 tirnes 'NE.:ekly to assess t11e representative's 
l.:n~'Y'~fifiding. execution and comrnunication or overall technical 
and product knowledge. 

.. r;i Ouarier 20"13 75~-\i 

" 3;"0 Ouarter 2013 65'~i~ 
...... ••.•• - ..... ,.1'"11'1"11~'"''"'""' "' ,,,,_ .. ,_,,_,,_, ____ ,.,,, ............ , •.•. ~··11.1.111•i.•11o111.-. ... , .. , ............... . 
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. ·-~· ·--········· .......................... , .. , .... ,,. ...... ""'"'.""""'··················· . '-·-· ·-·-·--··--·--·--------------·--·----'··-·--····{1,(:.);~~~ 
. .,,.·~?~ /~2,l. / .,. ! ... :·y 

1 ..... ~.~ ••• ~ ••• 11 .............. ,_.,,_,,., .... ___________ ., ___ .. . 

. TSG AssGssrncnt 
November 2013 60'% 

·9 February 20·14 60% 

: Quality 
June 20 13 79()/~ 

Ju!y 2013 
~ Dec 20·1 :::, 

SHrvice Experianc~ 
~ Fel) 20'13 
·• March 20-13 
~ A.pril 20 "13 
~ lvlay w·: .3 
~ June 20E 

79.25°/, 
79.G7'>~) 

65.90'~1q 
70.50% 
72.30~1~) 

74 30'% 
74. "10% 

KrH)\\ ledgl:.' Ch;;;d, .\·J:.\\'C:h .21) l "~ '~(}'·o 

Q1rnJi·ty 8)1!,, 

'.3 f..I~ ~) ·~. ~.: 

: Wef~kiy rneelings with SupG1rviscr to rnvir::w Quality monitors. 

D~1tirKJ th1;.;. p;:;:mx1. I.' Olli" Sup1;::1·viscr. Cforre Bumc.-tr 11xd w:ti·\ vou d nd re1;1f)W,~d thre8 cdl Is. O\Je1 ail y1:Ju cM a 
·:JDOd fob truuble~;/1(;oting on your calls. Your Sup~n.i1sor d!cl ,!Jrin~1 to /Ollr :::ittemion on one of your calls you 
coulc r'klVe ::;:-<(.)idi1v.:d the d:::\t;_::; or th<') p3rt1:;:-d :.=.er,;ice bill. f-i()We11':':r· tJ1;:: cusi.orne1· clid undei-::;!.21iYI n~e bill after 
~:;;:;ea:,in9 1N1ti·1 you. 0--1:~ cdl rric1:1itmec1 fm QoSD fcir ;l,pril (8.'5) 01: J\fxii ·1 '.~. 20l4 S1.1per·.;1so1· J21son Cm 
s:.>~rit tirne with you tc :·1:; 1;1-21N yet.ii" ~nowk:::clge checl\ fur Apr·it. s~wwing Y"cJU r1c1,-,; ilf) na111~pt1;;::; our searci: 
si,2s lor lf"l1~ G!r1s·Ner.s U tne quc;..slions you iFid clift"icuity finr:l1ng. ,..;s wBI! as .;~n ov~;~rvii:0w of ho'N to s~arr.:h for 
.\.':nsv-1ers 9c:in9 forvvard 

Knowledge Cheek ivL1rch 201-'·I ()IJl:,;J 

Quality 8~.()7 11 '<~ 

SER 88.7 

Supervisory Assistance: 

During tllJS penod, your Supervisor, Ch:ire 8(1rnett. rnet with you i:rnd reviewed three cslls. Overall you did c.1 

1_;ic!od job troubleshooting on your cal!s. Your Supervisor did bring to your attention on one of your calls you 
s~\ould have thoroughly document the troubleshooting steps in determining a trouble cal! was 1Narrnnted for 
the customer's router. Also 1n one of your calls you were very effieient .:rnd did a good job assisting the 
customer with connect to his horn;;; network. No QoSD monitor yet for April On April 4. 20"14 Lead P.M B• 
!<77 · Tli!I listened to a few of your calls and pro'lidecJ feedback. AW9irW' also spent 45 minutes with you to 
r-2·Jiew with you navigatlng our search sites and where to look for answers to technical questions, billing and 
Fig!d Comm1.Jnications ... 
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Knowledge Check i\Lrch .2014 51.Y'';) 
Quality 8 l .3'\; 
SER ss.·:: 

Supervisory Assist<:rnc.e: 

D:.ring tilis p.:;irirxL ycur Supervisor Ciairo Burnett. (i'\d witi1 you and 1-c~vioweCJ ih1·ee calls. Overall you cfaj ~1 
~!i):Jd j·Jb i!Oubleshooting on two of tr1•:; ca/10. Yuu;· St1~,ervisor did bring lo your attsntion on one of you1· c.::·111s 
you sl1c:;1.i!<j advise- the customer what you can co lo t1<3lp thern. ratrh'lr th~m wh::1t you cc:rHK.1( do. r1·1is call 
b~c:;ime an e~:c2laLGn When ci c.=111 drops w1·11io yuu are esc<:i/dtin~;J to 21 leac! tt1e i<;;21d shoulcl (>;")JI the 
cuslorn13r b<Jcl< .. Hi<> ticket should tle docurne:w::ci <:incl pl2iced in work in profw;ss. We also reviewed your· 
seconc: OoSD n~onitor. You should l1c,v(3 verifiec.l \h.::~ ceil tt yQu wore s;;;ndint=_1 thf: ternporary prJssworc1 to, 
~:i1:1\-'ise(j then1 tha! it expires in six hours m'id (0 C1l~E1t~; 2: pc:1~>sword l11at is difl'icul1. for ott1ers to figut"e ou~ use 
1iun1be:s di'ld syrnbols. 

Jur·i:\<J thi.:; pl'::-i'iOC:. you1· Supe:-vi~~o1·. Cic:1rc' EJu_-n,::ct!. w1li :i-H~et >lf1tr1 ;iou regularly to '~S$i::;;t you 'Aiili liv:; 
!·7-'erf1xn1~·:t:cr; lmpn)vernen'. P!a1·1 iJut.!i1;e1:i abov,-2 '/our ma11a9er . .John Gl!ant.::i.s, 1,vi!! ~;1l~oC n-1dki~ hin:s0l"t 
<'.:v~:: 1 la-::ii1'~ to c11s cus;~ an; oth b' m:~tt.21·s th .~r rnu~jht ,:n·i s,;; in lh<~ 11mmal cc-1ursc, or business. 

This Plan is c1e~~i,~m,;i-c! to hG/p irnprovc your p0iiorn1ance in tJ-ie above stared ar~:as within th1~1 l!!:';xt 30 r.fa;,1s. 
If dny uf ltl<~ 21bov2 s1tuatiom~ occur withi'' \h!~;; tin1e per·iod. if ycu ,.m"'! tmEibl1:1 1:0 1111prov,~ dno ~~usi;::1n 

1!·nprov21·'1.::nl :1~ trw; de~~19nate(j <~rea:; c;r 1f you Ernqa~F'' in sny crn"Kluct th::'.!t v1oidtos \l·1~0 Coi"npany"~3 
V;;1ius:~/p1J!icies. (du1·in£1 this iYJ1·io1:1 O:)nd tl'W;i'l::'-<~i'L:~:l. you will be subject to furti;c::r cori·,:::cti 11e ~~;c;t1r;n up iC1 mid 
1nc!uding t<2rrri1nation of your ernployment. 

Ack now!edgerne nt: 

l have read, discussecJ and under.st;;md thf~ 1.:onwrHs of the Action P!c:11t I underst8rxi tr1at any further 
occurrences of the above-refi;,renced perfomKir1ce is:;ues, ,:1ny failures lo irr1prove in the d1:?signated areas, 
lo sustc.1in impmved performsince, or to cornpl~' witi1 the Company's Values and policies may lead to furthElr 
co1rc;ctive acr!on. up lo and including sepB.ration of my E-;rnployment. My follow up meeting is schedulH1 
4/;(@"14. 
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O;;;te: 
Name: 
Date of Hire: 
Tit!~: 
Gr9de: 
Supervisor! Man ager: 
Prior Corrective Action: 

Statement of Concern: 

4/27"!4 
f<l\llllil.A-
9/10/12 
T•~chnic~:I Support f~np I 
·13 
Cl~11rn Butr12tt/John C3ilanlzi~~ 
~-lond 

UP :·:'·i ;::,,:: ·l 1Nc cJiscussed li1t2 nesc:' for in·:pmv~:;ment 1n j>'.)b knowk~cl1Jt~ which is extren1dy in1p1x\ani lG 
the CLiSK1n·1er ms op~7.r,~Jt1on of UH; (Jepa.rtr1Hsnt, ~;n:cl the Comp.~rny. 

'Lt'::; /\cc11:-in F:l~:il) has bc:en prep~i1·~3d le 2ssi·ii-t you 1n meetiilg tho st<:HK1anL of your position. vViti1 your 
1!1p1.L this pian will acldress t!1•::: 2irf2!as 1ivhe1·e W("i e~~poct your pe1icrm~ino~ to irr10rnve: tn.:; c.ie:~imcJ 
~)~_::.;-f.:Ji :"!'l,D;~ic~,:~ ;~::~1.•f.:d, .-:.:nc.~ :.Nh:-:il· you ~s.r1oukJ c::;q:>~~ct if th1.1~ desired i):2.r-fon-~1~;:n-1c)~ ctjec~:iv(::s ;,-:jn:;\ ne1t rTtC.'.t 

I
., .. ,,-·--------------·-----·--·-·····1 ·-······-··· ---·-·----------------·-·-"""·""""'""'--

i···-····':'·"·'·"""'r~t~.:~~.~~.:~: .. 1:~·~------····------l-------·--·--·······,·---------------~~~'."._'0 ~--- -·--1 
f-.tS!'..~~.Y..!.;:S,l_\;f:; C h;;>ck I ----'-'"'"'""----~).Sc:.',;----~'-""""'" 
: TS'::. "C'f"·~"'"""8'1~ I !~IJ'Y 

.. 

'--__'._. , .. ~::....:: "':."..~~'....::...:._.::._.1i __ ,,"_ ..•.. ______ .. -------~.-~~~2~ ...... ----·--·--·-----. _

1 , "Ju;~i1ty ,,u ~') 
: I _, ,- ,... j-,. ~ ,_. 't' ' · '' · .. , · \ ·· ·1 I rr~ i · · ·· ·· - ·· - ·· ") 
,_,., ..... ,,,, .... "'""'"'"::_::_~-:_~------·-·- .'...:::,.:;: __ L_i _ _:__:_~':'.::_Jl r 11 .. •I iJ ___ _:_ ___ ~ .... ~'.~.g'.5!..'.::l~ 

You 1N1ll lx;:! \Jl'·l~:n up lO :::O d;:;iys tC! irnp1·ovE~ your per-fc_ini·1:Jnce 1n the$e ;;:ire;-:is to tli(~ e:<pi;;ct:::d h~:vefs 
c1.1t!i,1ed above, 

· E & r:as not consistently o.:ichievecl 
' th::i iJoal for f'\nowledge Ct1ecks, 
. Assessments, Quality. and Service 
i Experience as fo!!ows: 

Ove1·c.Ji1 Technical/f·:Jroc1uct Job 
l<no'/Jiedqe 

Knowledge Check 
e f': Ow3rter 20"!3 l.5% 

Weekly !Tleetings to be helcl with your Supervisor to 1'61/lew USE~ or 
departlllf3rlt tools. systems and databases. Superviso1· 1.:vd! morntor 
representative 3 times weekly to assess the representatii,,,·e·s 
underst;;inding, execution ancl cornn1unic:ation of overall technic;;-:il 
and prl:iduct knowledge. 

..... . .......... ~- .... }.~~---c;~ u a i!§.C._?.QJ;3-___ .?_§X9 .. -~-···· , ... ,,.t ..... --,,,.,,. ···-··. ---···--·-· ···--···--··-· --·-·--·--·--------···-·-····-···-······-- --·-···-······ --·-- .. -·--·--······ -· ...................... ,, .. , ............ ·--·· ·- ·······--··---
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· TSG Asssssment 
f\lovernber 20"13 

~ F dJruar;1 20 14 

Quality 
~ Jun.::, 201'.3 

Jul;/ 2013 
·• [),,)(: 2013 

Ser'! ice Experience 
Fe·j 20·13 

•• ~JL:1rci·1 20 ·13 
A1~i"il 20:3 
k·!~~y 20·13 

~ .June2'.J13 

60~<) 

60% 

79.251'~;6 

79.f)(l\ .. 

65.90'% 
70.50(% 

n.J1ra 
/4.30'% 
?4 1 CY>\i 

: V'/e1:+ly meetings with Supervi:So1· lo review Quality monitors. 

···-· ·------·------·-····---···-"""' ""''' ..... , .. '' ''"''' '. . ..... , .. _! ______ , __ ,., ... ' 

hr;owlc1!2.'.e Check .-\pril ~U i '1 ~)f 1 '\, 

Qualir~· \:.:::' 1
., 

~s r r: 1 ; ·./ :~ ( ~ 

)1.1 1 n~: i.i"'i:~ p ;::" :~<. '.''.)l.:I Sup12rv 1:;;nr. Ch:.iir";; Bun J(~fi rnd 1Nilh you and re\11ew"JC1 EJ cails 0··1sr;:lii yo,_1 c1d ~: 
·;:occ j:)b t1·c;u~1k~sl10oti11q on your ,~;"1ils. Your· Supervisor did tmn~d lo your a\\e11t1011 thr:0 1rnprxt2rnce of 
.:>:'. i<.0i!'.f : ::su:r·· ins: ;~··1,;:1 keepinci lhi·:~ u1sl<)1·n~' ! ~:;ppr: sed of sih:: m:es as ;;ou ti-ouble::.hooL 0 n 4/171 ·14 .J 1J'.3eph 
.. ::: s ;;::i ·, c:_; ,·, ·.iu·~; [() ~,u tl':f';J1_191·~ :,Hl.::J pr,:;1:).rcP. pr =:v !i:~c:s a~;s1!;ssn·1;:~nl to pr-epare fer lh~.~ Apn I .~1:'.ls e.:;;:3;-:-1'~'n I.. 1·i·J 
,>::;< th:: ,-,:::,s~:·,.'.~n:>~nt dK! tl"'.:3 irainin9 ;.:lo'ied 2 1T11nut0s pnor· to .Joseph cornpletin9 lite te::;; Tcllji:ly I hd·.i~ 

_i.:~ ~.2-:.11' .,.,1,xV:- :~i c:i ~1 :::unc3 oi CC :3c;::i'1en\J'=''. h u nL; des1sy1c:cl to l1elp with tr11~ ~.:i ssessrnent 

KrnJ;Ytedge Cilfck f\.l;m:;h ]0 I~~ 70'\, 
Quality ~~)l\, 
SER91.22 

S1Jperviso1y Assistanc1~: 

Dui-ing thi~3 period, your Supervisor, Claire Burnett, met with you c.1nd reviewed three calls. Overall you did a 
:,-;'.)('::;Nb ~mubl5shooting on your calls. Your Supervisor did bring to your attention on one of your calls you 
::ci1 •. Jld have expla:ned the dates of the parti8! service, bill However the ~:ustomer did understand the bt!I after 
,;;~·:1'::'::iking wi\11 you, One ca!i monitored for OoSO for April (85). On April 12. 2014 Supervisor Jason Co;~ 
:ment time with you to review your knowled9e check for f\pril, showing you how he 11avi91::3tes our se8rch 
.'~i1e.3 for the ~~nswers to the quesl1ons you had difficulty finding. As well ,;is an overview of how to search for 
~2nswer$ gning forward 

R000997.:~. 
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Knm' ledge Check ~.:hir~'h 201 ::\. (lfY\, 
Qunlity S2.CJ7 1

\) 

SER.SS.-:: 

Supervisory Assistance: .. ~.· ,,, ... , · .. :·:.·~~'.· .. ··:J:._=;:~:.~~ 

C:uing this period. y:Jur Supr;;,r·v1sor, Cfairr::) Burnett. me\ witt1 You and"rliivie~veci !J1ree call& 'b'1i:;rdll you did '" 
qoo(l JC8 troubic:shoot!ng on your· calls. Your Supervi~.:or clid bring to your attE~ntion on one of ~/Our c~dls you 
s'iou!d have thorcu9hly document the troubieshoot1nq steps in deterrn1ning a trot.1ble c;,111 was wari-::=int~id fr:::::­
th.o:: cu;:;tc1-r-1e:'s muter. Also in one of you1 c::ill:s you wen~ very efficient 2nd did 8 good job as:si:>:ting rl1E· 

:_:;;lc1Tic:· with c::111nect l.o his horne network. l"lo CoSO rnonitcr :;et for fl.pril. On April 4, 20·14 Le:Jci Ab1·a11arr; 
1-;_·.I:i:·ten~i iisU,:ned to "1 ft~'N or your c2)lls a11c! prc111cft:·(J fe,·:\clbac~; P1!)rar1ari-1 dlso ~;pen1 4~3 rrnnutes with /OU tc 
'aviCW with you n:wi·]dtinti our searct·1 sites ;3nc! where to look for ans1NE'f"'~, tc technic~·;;! questions, biliinq and 
r:1•:;.i<.;; t>J!"lll"'ll,111in:Hion.s ... 

;,:;;v.1kd~i: Ch>,'k ;\\ci!\I, :1(l!J 511"'.; 
(~_>1J~"t'ltt·: ;~: l :;~ ... ~ 
~~: E F~ :~~S. "7 

.su p~:nvisory Ass ist"1 nee: 

Cu; ::·r;: u:~s per!cc!. /UUI SUfkrvi~iOi", CfDm~· Burnet( i-1"1>;)( <NiUl )'OU ;_;ncl (dVi<~·,;;('.0('j lhre.::: calls D\/~r-a!I you c1:0 ci 
J'~<<I JC!) HoutM:s/1cotinq on tvvo of the c:;di~;. Yrn.ir· Sup~~rvi~~or cii:J bi"ir\·~l to youi' C:ilten\ion on one of you1· 1:;:2dl~. 
_.::· .1 -;:l"<ould ;;;dvise th·:: customer whnt you c2·:n do to help Uwrn, l'athor tr1an w:1~;;l ycu c3nnot do. Trrn; 1;8!! 
>>:,:;d: nc ;"H~ osca !2~tic.n. w 1·1en a call d1·op:~ 1,vl1ile yo1.1 :;:ire esca!ati111~1 lo i'.1 le<:ii::l tht:~ !l~2id should call n-,,:~ 
; ~.1}t::;rner 1>.K~" The:: rickei ~:,J-iouki be dncument~Jd ~!:rid placsd in work in proi;_iross. l/lh:; dlso r1:ivie·Ned your 
·:.2ccr1r.I OcSO 1-r1011i~o1· You ~;houlcJ have veriflfK! the cell t! you were sen1jing tl1e tunporary password to, 
d1i·i:st?d n1[~1n th.::it it i!:!xpiri:~s 1n ~six hours and to create a p;~issworcl thzit is d1fficul1 for others \O figure c:wl u~;8 
numl)c~rs 21n1j syrnbols. 

Supervisory Assistance: 

Durinq this pe1·iod, yo1.1r s~ipervisor, Claim Bum(~tt, will meet witt·1 you regularly to assisr you w1t11 tt1e 
P:::r-forrn<:'lnce Improvement Plan outlined 21bove. Your manager. John Gilantzis. will also make himself 
;Jv~1ilable to cl1scuss f.lnY ot1-1er rnatters n1at rnigi1t ~-,rise in the norm;:il course of business. 

Tt-:is f':ilan is designed lo J·lelp irnprove your performance in \he above stated areas within the next 30 J21;/s 
If 2iny or the ~~bove :::;iu.Jations occur wiil"lin triis ume period, ir you are ~mable to irnprove and su5tain 
!i'llf)r·overnent in the dr0Signated c.1r10as or i"f you engage in any conduct thcit violates the Cornpmiy ~) 
1 i'iru\C:-Sipolici~;;;s, ldunng this perii'xJ and tl1ereafter), you will t'Je subject to further corrnctivEl action up to and 

1 ni::/1_;1j1 ng tenn1natlon of your e1T1ployme11t. 

R000997~5 
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I· ··:21ve read, ci!scussed 2nd underst.:HK1 the contents of tl1e Acrion Plan. I understand ttrnl any ru1'lh1·~r 

::;.>~u1·rer:c=:s of ti1~·l ,:itxwe-rderenced perforrnsnce issues. any failure::. to improve in the de'.;ignatec! areas, 
tu :sustain i1l1provecl perk!rffi<'H1C8. m to cornply with tl1e Company's Values and policir-~s n121y lead to furtl1e:r 
~:•A1·ec1iv~; action. up to a11d inclu•'.Jing separanon of my employment My follow up rn~eting 1s sc1·1eduled 
:.;. "19/ "14. 

' 
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D~te: 8/11/14 

To: 

Fr[)m: Syed Ali 

Re: A.ction Plan~ Performance 

Statement of Coru.:ern: 

On 8/.1. l/14 we discussed the need for improvement in your call hamllii)g efficiencies and quality 
perfor.mance, which is extremely ixnportant to the customer, the operation o:f the department, and the 
Company. 

This Action Plan has been prepared to assist ym1 in 1nedi:ng the standards of your position. With your 
i.nput, this plan will address the areas 'ivhere wr;, expect' your performance to improve; the desi..red 
perfomJance level; and what you should expec·t if the desired per:forrrnrnce objectives arc not niet. 

You will be given up to 30 days to .improve your perfonnance in these areas to the expected levels outlined 
below. 

J 

·--;,_;:~£.!!lF eces.i;l-~ii!!!iz!..'?Yemeni''_,,_ =~~~·-····----h~j;,:_;;,7,~p}jective/How -;~-c,;;;:.;£C:~---1 

Quality Goal/Results Weekly meetings to be held with your Supervisor to review use of 
department tools, systems and databases. Your Supervisor will 
monitor you. a minimum o:f 4 times weekly to assess your 
understandiIJg and execution of our quality call guiddil)es and 
overall customer service skills. 

Hold G9al/.Resu.lts Weekly 1neetlt)gs-to-be held >villi your Su°[J.en;'fsor to review your 
progress. Your Supervisor will 1no.nitor y(JUr ust~ of Hold and 
provide feedback during the meetings. 

.1 

HOO"!DD57 
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Supervisory Assistance: 

During th.is period, .. ~ 
" I will meet with you on a weekly basis to assist yon with th,~ Action P11m outlined above. 
~ I also will make myself available to discuss any other matters Urnt might arise in the normal course of 

business_ 

Th.is Flan is designed to help improve your performance in the aboq~ stated Meas 1,vi thi.n the next 30 d:~ ys. If 
any of the abov'~ situations occur within this time peiiod, ]f you are unable to improve i1Tid sustain improvement 
in the designated are~ls or if you engage in any conduct' that violates the Company's Values/policit:s, (during 
this period and thereafter), you will be>, subject to further coneclive action up to and including r'~nnination of 
your employment. 

Acknowledgement.: 

I have read, discussed and understand the contents of the Act.ion Plan. I understand that any further occurrences 
of the above-referenced perforr:nance issues, any failures to improve in the desigrwted artiii~o sustain 
in1proved performance, or t() comply with the Company's Values and policies may kad to furt,li.eit\onective 
action, up to and including se )aration of my employment. My follow up meeting is schedule cl 8/18/14. 

Emp!oyee's Signn.ture: 
J-0 I /; (_I ~-·~ 

__ ,_,.,, ... ,_, __ ·-·····--·-··--·-·--··,--, Date: ___ .,_,"_, ____ , ________ ,.,,.,,,~··--

_,__. ........... ____.~, 
~........... 1/(' 

Supervisor: _c~ __ ,.--___ __,,_~ 

Date: E!f 1 hi, 
i I ~--

R00'10058 
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The custosner sa.id she moved. 1-.could have a.sked wben: shouJd moved fmrn a.nd then chdd _. 
Boost to see if th.ere were any optimum Id 1s that she needed moved to her new account. l.f the arn;we.i­
was yes this may hf1ve required approval if the prcYimis was in a different nan1t. 

To advance J-could have o:8~w$1.t;4bik Lbe custnmer move her equipment so when she gets 
off the phone the equip1nent is moved and he. makes sun;-. she has no signal issues rhat may have been 
caused in the move. ~ 

3;00 to 3:16 Jtmlishould listen very carefully sons not 1.al~ over l~Ston1cr. 7:50 lo 8:05. 

Procedure and Information 1-\.ccuracy - Call Handling - To advance Jllllt shm1ld have advised of other 
support opt.[01)$ si.1ch as Facebookj '1\virter, Live and em.Ji] support. 

QA monitor 2 · A.dvar1ce - good caLl overall. Verint - 9120810755160000411 

Adapt:ivc Personality .. Customer Rapport - To advance J- should build a rapport witJl the customer 
and use the customer's name when ever possible through out the c~ll.l. J- could also use empathy 
when ever possible th.r0ugh out the call. 

Positive Umguage - To ndvr.111ce ]~should use pleasantries through out the cal.I. 
·~·.0«.m 
l~ .... QJ.1'/;l~"!i! 

Roo10n::rr JA0616
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J-.~ -Action Pian Update 
8118/14 
Prepared by TSO Supervisor Syed Ali 

On April 18~ 2014, TSG Supervisor James Starr met with JW,Pf EM to review thel'on~week 
period fron1 April 11 -April 18 for his overall tec;bnical/product knowl.edge.i c3 quality scores, and earl 
handling efficiencies, J ... had two e3 monitors, and four action plan monitors completed duri.ng this 
period. He was rared as Advanced both of his e3 monitors, and all the calls with the ;ire.as of 
opportunities were reviewed with J__ 1· ·• f 

Summary l '· t 
Quality: 
Overa11 J ... consistently misses opportunities whe.re empathy can be expressed. This occurs at the 
beginning of the calls, as well as other instances throughout the c:::ill. He also lacks call control at times 
and aHows the wstomer to carry on the disrnssion by not responding promptly usi.ng verba.l nods and 
assurance statements. 

Hold: 
We a.lso discussed Jllmlil hold times. J-.a.is mov.i.ng i:n tk dght direction and has reduced his hold 
Limes significantly (MTD 48 seconds). We specifically reviewed a c;fll.fl)111 8/17 in which he had 
multiple bolds. A.fter discussing tbe can, we realized there was a probing question J- could have 
asked the customer at the b-~gi.nnvig of the call (is there another device ·we can u:~e to Lest 
cormectivity?), which would have prevented many of the ho.lcls during foe ca!.l and which could hav1~ 
provided rhe customer a faster resolution. 

Live MQnitors: 
call 1@ 342. pnt on 8/14/14 - At the end of the call, the customer expressed his gratitude. J-missed 
tbe opportunity to re~pnnd appropriately, by Stilting rYou'rn welcome, it was my p.leasure, etc.' 

Call 2 @! 346 pm on 8/14/14 · Good call overall, at t.h,~ ~~nd of the c•~n Hlllll should display a iittlc 
better call control by making a statement like, 'before I let you go, please hol.d for a brief survey based 
on my performance on this ca!J .. have a gn::at day'. This would not only ensme that the customer took 
the survey, but also was clear that it was based on ~performance on the call. 

_Y.erint Monitors; 
Call Date 8/18/2014 L50A7 PM 
Verint Cnntact rD 91209238650900004Ll 
-lack of pleasantries 

e3 Monitors: 
QA Monitor l - Good overall call (advance) Verim - 91207766672200:10411 

Adaptive Personality - Customer Rapport - 1:00 to 1:40, 3:40 to advance Jal cm1Jd have naturally 
used empathy to create a seamless reporn with the customer.· 1-should look for an opening and 
take control of the call. 

To advance 1- should use pleases and thank you nal1Jtally throug out the call. A go(?d opportunity 
would be when the customer says tlH1nk you for taking by call. J .. could have said you are 
welcome. 

JA0617
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r
·-·-··--~·"----·--···"'-·------· ,,,,_ .. , ....... ___ , 

Hold 

ROO"l004D 
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Jason sbould use plenses and thank yous throughemt the caII to advance. 

3:10 duri.ng periods of silence J&a. could advised !hat if yoo use the (:ompntcr we now have support 
options through Twitter, Facebookj Li~d ihdl. 

1:1J through out the call JA!lll\should advise what be is doil1g to resolve the cuslt'.r~: 1s issue. 

J~should use pleasantri.es thrnug11our the calL 

R0010050 
JA0619
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J.,... Atllt - Action Pbn Upda.te 
8/25/14 
Prepared by TSG Supervism Syed A.Ji 

l..'r'! 
On August 25, 2014, TSO Supervisor Syed Ali rnet with J .. A ... to review the ont: i,veek period 
from August 19 -August 25 for his overall technicnl/pr0duct knowledge, e3 qnality scores) and call 
handling efficiencies. J,..had one e3 monitor, and fou.r action plan rnonitort ciirnp1eted during this 
period. Tfo was rated as Effective on l1is eJ rnonitor, and all the cHlls with the u.reas of opporturJ.i.ties 
were reviewed with J~ ; · .·@ 

Summary 
Quality: 
Overall J.-consistently misses opportunit.it;s where empathy c;;in be expressed. This occur:s at the 
beginning of the call:;, as well as other instances throughout the call. He also facks call control at times 
and allows t.he cust.omer to carry on the discussion by not responding pro1.npt1y using verbal nods and 
assurance stater.nents. 

1-fold: 
We also discussed J._, hold tirnes. JA1111R1is moving in the r.ighl direction and has reduced his hold 
[irne.s significantly (MTD 40 seconds). 1 re ... ri~decl J._.to rema.in focused . 

... ~~-. ;::J,«f 

be ti on fJ_;:,tn N{Qg.j..t_grs: 
- •' .11r-' .,. 

Cal.I I 
Call DHte 8/21/2014 9:23:05 A .. M 
Verim Cont:Kt ID 9120948178.5500004 l l 
·'Missrng pltasantrie~; (thank you) 
-Missing verbaJ nods 

Call 2 
Call Datl'.'. 8/22/2014 2:20:43 PM 
Veri:nt Contact TD 912095S60~13500104l l 
-Empathy missing -J-was polite throt1gbout the call 

Call 3 
Call Date 8/22/2014 3:17:07 PM 
Verint Contact ID· 9120958942750000411 
-Polite, delayed responses, missing thank you's. 

Call 4 
Call Date 8/24/2014 9:04:03 AM 
Verint Conta~-:t lD 91209739843100004ll 
-lack of pleasantries 
-call controi, introdw.:ing the survey at l~:~~~pf the call 

<~'!<~ 
.:=3 MoniJ.QL ;,,,;;~:~;#• 
QA Monitor Rd. 3 · Good overall call (Effective) Verint - 9120776667220010411 
Adaptive Personality - Customer Rilpport - To best adapt and con:ntct with the customer J- should 
respond accordingly to the customer with words like sure and I understnad. 

JA0620
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r-··"·P.~--~[:-·1·;:·"~f6's~(~t_~·;;cr.s-T--·---·----··-·······-------···"--···------···""'"T-----·-··-·w ... "·--------" .... ~---"·"··1 

t + , I t 1 9/8/14 1 ' : .,,,,., ____ ···- ·--......... -··-------···-·--·-·--·'" .. . . l .. 
Month End S 40 Seconds J --·-··· ···---------· ·-·--------·'"·------! -·-····'"''""'~---- ·-""~""'····---····-·---1 
·--·~-···-·--·-······-J ________ ... _.,,. __ L .. ___________ ,,_,,~ ··-·-·-··--·--·---.J ... M.. . ....• ,,,. •• ···-·---·-·-·-·· ..... _. __ _ 

Hoo1 oos-1 JA0621
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J-A- -AcUon Plan Upd<1te 
9/2/14 
Prepared by TSG SupervisoJ Syed Ali 

On Septeml1er 2nd, 2014, TSG Supervisor ~-tl\Ali met >•.tith JaaA• to review the one ·week 
period from Augnst 26-- September l .for his overall technical/product knowledg~;, c3 qrnility scores, 
and call ~andli~g efficiencies. J .. hnc_I one e3 _monitor, ~nd four achon phm m?nitors C'~!~~k_ted 
dunng th1s period. He was rated as Novice on h:1.s e3 moiutor, and all the ca.Us with the a.reas of 
oppormnjt.ies were reviewed with J ._ 

SummBry 
Quality: 
Overall J._,comiste!ltly r1risses opportunities where empathy uui bt~ expressed. This oo;urs at the 
begirmi.ng of the calls, as well as other instanc:(~.S throughout the calL He ;:dso tacks call control at time~ 
and allows Lhc customer to carry on the discussion by nor re~po11ding promptly using verbal nods and 
assurance statements. 

I-fold; 
\Ve also discussed J_.. hold limes, J~is moving in the right direction 1lnd has reduced his hold 
times signi:ficantly (MTD 40 seconds). I mn.inded J.._ to ren::rnin focused. 

f\_ct ion J:J.1111 M O.J),]J.(~-~ 
Call 1 
Call Datt~ B/28/2014 '..''. .. '.':·~,, 
Verinl. Contact ID 91210094436000004U 
-Good jol:i of expressing empathy and assu.ring the customer of a resolution. 
-·Good call co:ntrol 
-i'vfissed opportunity [or pleasantries -·respond approprii1tely when the ci_tstomer say t.hnnk you. 

Call 2 
Call Dato 8/29/2014 
Verint Cont::icl. ID 91210194239600004.11 
-Good job of incorponrring infonnation provided by the tnrnsfrrr.i.ng representative. 
·Empathy missing: -J-. was polite throughout the calL 

Call 3 
Call Date 8/31/2014 
Verint C'o!ltact ID 9121035374260000411 

-Empathy missing. 
-Polite, delayed responses, missing thank you~s. 
-call control, introducing the survey at the end of the call 

Call 4 
Call Date 9/l/20.l 4 
Verint Contact ID 9121044795020000411 
-Empathy missing. 
-lack of pleasantries 
"call control, introdttcing the survey at the end of the call 

JA0622
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e3 ]vfonjto:r;, 
QA. Monitor Rd. 4 -(Nov-ice) Verint ~ 912099107962001041.l 
Adaptive Personality" Custome~~p~ To advance J._should know the* features seaulles5ly 
th.roughout tbe call. 

~ 
To advance JRla cm1ld have adv.ised tJn.t once the customer gets the number to block she can do so 
onli.ne at optimum.net t&~•':I\ 

To advilllCC Ja&llshould advise through out the ca.11 what he is doing to resolve the customer's issue. 

As of: 
8/24 

'~""'-'""-----·--•'"''"" __ _ 

JA0623
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J .. Allll- Action Plan Update 
9/9/14 
Prepared by TSO Supervisor Syed Ali ., 

l ... ,_;:wjt·~,, ~ 
On September 9th, 2014, TSG Su15ervisdr Syed AJ.i rnet \vi th J .. ·Alllll to nw.iew the one wee.k 
ptriod from September 3 - Septems~~for his overall technical/product knowledge, e3 quality scores, 
and call handling efficiencies. J~d o.ne e3 mon.1tor completed during th.is period. He was rated as 
Advance on his e3 monitor, the call, with the areas of opportun.i.th~s was reviewed with Jll•• 

Summary 
Quality: 
Overall J~consistently misses opportun.iti~;s where empathy can be ex.pressed. This occurs at the 
beginning of the cal.ls, as well as other instam:es tb.roughout the c~dL He also lacks call control at times 
a:nd allows the customer to carry on the discussion by not responding promptly using verbal nods and 
assurance statements_ 

Hold: 
\Ve also discussed 1-. hold times. 11111 is moving in th<>, right direction and has reduced his hold 
times signific<-1ntly - 42 Seconds (Fina] Augnst)_ I reminded J,,_ lhat using hold efficiently .is a very 
important cornponent of ckl.lve":ring great i:;.ustom~;[ S(;rvice. 

With the opportunities during the period when this Action Pla11 was adrninisterccl, JMa was still able 
to complete the plan succe:>sfull y. He wci.s reminded that be r.nust continue to 1naintai:o. su l:isfactory 

perforrn<mce in the fuhuc. . ..... -_~'; 

e3 .Monitor: 

QA Monitor Rd. 1 -·(Advance) Vetint - 912105385323000041.J ., 

Adaptive Persorrnlity - Custorncr Rapport - To advance J- should use natural. empathy and call the 
cnstomer by narw~ naturally tJuough out the caJL J- should use more pleasantries through out the call. 

To advance I-should respond with TI() hesit11tion through out the call. 

As of: 
8/17 

2: Effective Advanced 

R001005S 
JA0626
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To.:. J ... 49 
From: Syed Ali/Antia Zummo 

Date: 4/l 2115 

Re: Final Written Warning 

Sfateruent of Concern: ·. ·:. +·~ 
. ·~"·~-:Iii .. ~ 

" :: ·~· :. ~_,,.;, ·.. . . . ·.:;.~.If. . " 

•· ~~aaer6'i:I · ~··''".:;(?!:.' As discussed, you are being p;iven a Final Warning for mishru1dling the following customer acco-lmts: 
Redacted Both customers proceeded to file 

Corporate Complaints. This "varning ls intended to address this concern nnd what you should expect if this does not 
m1prnve. 

PNYious communkations with tlle empfoyes about tl1!$ issue; 
c-- With custome.1 Redacted cm 1120115, you/ailed to follow cull fumdling procedul'es by keeping the customer 

ml an e:xtet1lMd hold for 3 mimaes and 39 seconds witlwm bJoeaking it, and rr.lM by dPfe.tdng accomitahility 
sri.yillg you needed to speak to a ~'Scmfm- Le.ad because they lurve the magic hammer''. 

11 "With wstJJlner Red~;ct6d tl!so on 1120115~ y<m d/.d not address the r:mnmt m.te code issue with World Call 
and OVlntr:mathmd Calling Phm 3 or place a test call with ihe eusion-wt• t.o pcrijji the servlce was worMng. 
Additionally} dui'ing this call you were bul{t!erent on the call, wfiich contained multitple holds and 
silences tmdyoufailed to l!mpathize with the customer. 

Expectations: 

For each contact~ it fa expedec1 that you fully review all account information to .insure ii Co1T~ct diagnosis and relay of 
information, practice Mtive listen:ing, b~ respt1nsive and ~rnpathetlc on appropriate contacts. H fa n!:io expected that 
you co11duct y-0urselfin aecot<lunce with oui· ~ompany values. As outlined in tb~ Employee Hand hook on page 
38, Cablevision 1-]rH;om·ages all mnployees tn pl·attke good telephone manners. This includes anrswering dnglng 
teleph-0uesi ~p~iuking courtem1sly ~rnd tryh1g your best to assist the hrtenud or ~Yxtermtl cnller with bis or her 
needs. 

As a TSG Customer ,Senricc Representative you have un ohl.lgntion to deliver an unparalfoicd service experience 
oo every coutact. 'fh-e manner in wbicb you 1l:uadled tliese calls sevet•ely hmnpe.-ed that, 

Next steps: 
If you are unable to improve and siistain improvemcmt in the designated areas, or you engage in any conduct that 
violates the company's policies during this period and thereafter, you will be subject to further corrective action up to 
and. including tennina.tlou of your erupk)yment. 

ROO·l ociz~·J 
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' Employee Comments: 

.f:\-
Employee Name 

~~~' 
cc; Person.~F!"l /H . · c uman Res(iurce:s 

{'rJ I~ f? 
' '-..:l·~ 

j 
. I 

JA0628
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TO: cc: Personnel File 

FROM: Gina Spaulding/Anthony Mahar;ij 

DATE: 03/14/14 

SUBJECT· ·writien Warning (ProgTcssivc) 

As discussed, you are being given a Written Warning for absenteeism and poor reliability. This 
warning is intended to address th is concern and wlwt you should expect if th is does not improve. 

Background: -.~~'...~~ ~~_··-:-:- ~-~~,:-~_;·_~ 
~~ ~- ~ 

!'·-~"":{,!':'~~~~}"'~~ ~~;; 

12/07113 - \1 erbJI \I/ mni ng 

Whe11 asked the reusons for the absenteeism, you slated your lllQllher was sick and that you were 

taking care of hec. 

You were advised that if the situation warrants, the Disability and Human Resources Team is 

availrible lo assist. 

Specific o::impks: 

L:i ten rss: 

0!/20/14 - 9 minutes 

01/25/14 - 10 minutes 
02/03/14 - 8 111 inures 

02114/14 - l l minutes 

03/01/14 -11 minutes 

In the meeting on 3/14/14 the importance of attendance in the Call Center and reporting to work 

on the d<iys you are scheduled were emphasized. During the conversation you stated you would 
make the efTon to improve. You were asked if there was anything your supervisor or the 

Company could do to assist and you declined these offers of assistance. 

We expect that you will improve your attendance immediately. As outlined in the Employee 

Handbook on page 3 8 the Company has the right to expect an employee to arrive to work at their 
scheduled shift time. As a TSG Customer Service Representative, we have obligations to 

maintain FCC regulated ASA. Your inability to arrive at work as scheduled impacts that service 

recon.l as well as our Value to provide exceptional customer service. 

JA0630
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rrr ?rrITT~· 7JSJ. -if'tl .. ·~, r 
I ti .. H . "!{ !J'" y 
t) .Jj .I .· " d:! 'fi__J/J \ 

Conlinued Dccurrences of the above-referenced issue or foilure to comply with Company Values, 

policies or guidelines will resull in further corrective action, up to and including the termination 

of your c111ployment with Cablevision. 

Employee Comments: 

/- {)qie11pn =h i/"a/n; f21J•1' ,~ ao rtl-krry_..J-)...,., )x i2cz J,,...-< 
~~( rnr.dlcv /Ut'J.P f1clr £c --lie //]()_/ {P,,.1 C\DJLc lub,,,.j h! 
eIH:< d - --d-c i"e lok. C"h cl' b.../J.p/ /'7t)w ,., :I wr1! •zu;C'.l__. 

,,,),ow "''/ -Iv lV~,-k: <Yr . ( ,,._, 

I I 
Employee's Signature Date 

tvlan;igcr's Signature Date 
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Date: 

Name: 

Hire Date: 

Length in Current Position: 

Job Title/Grade: 

Prior Corrective Actions: 

From: 

Schedule: 

CORRECTIVE ACTION 
Ve1bal Warning - Absenteeism 

12/07/13 

Nm.Dtwww 

ll/13112 

1 year, l month 

Rep I Tech Support/Grade 13 

061IOJl3 - Attendance Conversation 

Anthony Maharaj/Gina Spaulding 

Sunday, Monday, Friday, Saturday: 11 :00 p_m. - 9:30 a_m. 

As a follow-up to the Counseling Discussi9n on 06/10/13 this Verbal Warning outlines Niiilf' 
continued excessive absenteeism an.d P'OOr reliability. Since the meeting with his supervisor on 
06/10/13, Nfihlflj called out Sick on 3 additional occasions, further exceeding his Sick available time 
accrual by 24 hours. 

Sick/lPeirso:nia~: 

11/15/13 10 hours (sick) 

L2te for Shift: 
1 0/04/ I J - 3 7 minutes 
10/14/!3 - 8 mi11ules 
l 0120/13 - 6 minutes 
10/27/13 ~ 12 minutes 
l 1 /02/13 - 20 minutes 
11 /03/13 - 9 minutes 
11/04113 - 5 minutes 
I J/24/13 - 7 minutes 

When asked the reasons for the absenteeism, 1!\l!,fi$& stated that most of his lateness was due to his 
mother's health. 

MWiiwas advised thal if the situatioh warrants, the Disability and Human Resources Team is 
available to assist 

In the meeting on 12/07/13 the importance of attendance in the Call Center and reporting to work on 
the days he is scheduled was emphasized. During the conversation he stated he \Vould make the effort 
to improve. I Qwas asked if there was anything your supervisor or the Company could do it assist 
and he declined these offers of assistance. 

JA0632
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We expect that4B'f.i& \Viii improve his attendance immedia1ely. As outlined in the Employee 
Handbook on page 38 the Company has the right to expect an employee to anive to w·ork at their 
scheduled shift time. As a TSG Customer Service Representative, we have obligations lo maintain 
FCC regulated ASA Nliil'f$\ll inability to be at work as scheduled impacts that service record as well 
as our Value to provide exceptional customer service. 

-4 floi-<~~Q 
~~ ~""'"-·· 

Any further infractions \vill lead lo additional disciplinary action up to and incJuding tennination. 

Supervisor Date 

JA0633
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Performance ImI!rovement Plan 

Date: 08116/13 Exh. No:lfl. :£ ~calV$d ~~~Jected.._. 
Case No.;~~~-----
Case N"'me· c: c- ('1 -.·~---

""' • .w ~1Williu"~·--------'""'""""""--.,..-

Name: 

NO, Pgs: ·-~Dat6f.74~~-ep.: ~((:_ 
I 

Hire Date: 02125113 

Job Title/Grade: Technical Support Rep. I/Grade 13 

From: Anthony Maharaj 
-----------··'"·-''""~'"''""'"- _,_.,._,_._. __ .. _,.,, ..... ,, ____ ~·----·-----------

The fol.lowing Performance Improvement Plan has been prepared to assist you in meeting the standards 
of your position. You ure currently not meeting th~~ company standards for QoSD.and SER. You will 
be given up to 60 days to improve your perfonnance. 

During this period) your supervisor will roeet with you on a bi·weekly basis to assist you mth the 
Performance Improvement Phm outlined below. Your supervisor will also make himself avallab1e to 
discuss any other matters that might arise in the nonnal course of business. The folfowing ~ll'eas listed 
below are in need of immediate improvement. 

1 

. · ..•... P·:~~i~.m_· ..... _·:-_· -_-.-·+'r_· "'"'", '~· .. •_.· ,_:.·:_,,..'---'-'-~·~.:~.~:r·~~··co;·;;~;.:s:-~.~·. -,: •.· ... ··.·••·· .. ·:: ··:.;_:~~!l~i1~:<~: 
QoSD 

04113 ~ 71.75% 
05/13 .. 72.6% 
07/13 ~ 73.6% 
MTD" 78.5% 

Ml.Ill must accurately and thoroughly 
troubleshoot the customer issue by .following the 
guidelines outlJned in TSGNews and the KDB. In 
addition he must spe~.k in a positive tone, vrith 
inflection and energy in his voice and engage during 
silences when needed. In addition, Ml'lllml1st 
c<m1plete the call by offering to transfer to the 

Goal;::: 80% 

1------"-""·· __ sgstomer satisfaction su~~".""""~---.·---·----+------~ 
SE.R Ma. must proactively annmmce the survey to .Goal?.: 77% 

03/ 13 ~ 77 J% every customer, and then transfer the call to the 
04/13 ~ 76.3% survey at fue end of each call. 
05/13 - 71.4% 
06/13 ~ 72% 
07/13 "69.9% 
MTD ~ 75.6% 

This Plan is designed to help jmprove your performance in the above stated areas within the next 60 
days. If any of the above situations occur within the next 60 days, if you are unable to improve and 
sustain improvement in the designated areas or if you engage in any conduct that violates the 
Company~s Values/policies, (during this period and thereafte1'), you will be subject to further 
corrective action up to and including termination of your employment 

l have read, discussed and understand the contents of the Perfon:uance Improvement Plan. I 
understand that any further occurrences of the above-referenced performance issues) any failures to 

R00102~):3 
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improve in fue designated areas, to sustain improved performance~ or to comp.ly with the Company's 
Values and policies may lead to further corrective action, up to and including termination qf my 
employment. My fol]ow up meeting is scheduled for 08/30/13. 
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Employee Date Supervisor 

'IWl&'~W"IM~lirMi ... 1•..,...,.,.... __ _ 

Manager 

As of: 
08/30/13 

As of; 
09/13/13 

As of; 
09127113 

As of: 
10/11/13 

Month encl 
Atlg. j 13 

Month end 
Sept. '13 

Date En1ployee Relations Manager 

QaSD 

?:80% 

~80% 

?::80% 
·~--+-----1---~-·,,·~···--···-· 

2;80% 

--r~..........------·"·-.. --... ··--· 
"'"~-8~0°~Yo~---~[~~------r---· --------< 

;:::80% 

Date 

Date 

R00102'.J:5 
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Name: 
Date: 
Date of Hire: 
Title: 
Grade: 
Supetvisor!manager: 
Prior Corrective Action: 

fi·•::itt ~ H-
10/31 /13 
02/25/13 
Technical Support Rep I 
Grnde 13 
Anthony Maharaj/Gina Spaulding 
Verbal Warning Attendance 

As you know, you have been coached regarding your performance on the following dates: 

• 08/01/13 ~ QoSO/SER 
o 08/08/'13 - QoSD /SER 
~ 08/13/13 - SER 
(t 08/14/13 - QOSO t,?b'I' ., 
~ 08/21/13-00SO 
~ 08/27/13 - SER 
~ 08128113 - QOSD 
·~ 09/03/13 - QOSD 
,, 09/05/13 - OOSD 
l) 09/'12/13 - 0080/SER 
~ 09/18/'l 3 - QOSD/SER 

During these sessions, we discL1ssed on how to make improvements and achieve the 
expected standard goals of !11e Contact Center that are as follows: 

Measure Goai 
~---~~~~~+....-~~~~~~~~~-·~~·~ 

QoSD 80% 
SER 77.4% 

Since yo1.1r performance continues to be deficient In this area the following Performance Improvement Plan 
has been prepared to assist you in meeting the standards of your position. You will be given up to sixty 
days to improve your performance in these areas to the expected levels outlined below. 

During this period, your Supervisor, Anthony will meet with you regularly to assist you with the Performance 
Improvement Plan outlined below. Anthony also will make themselves available to discuss any other 
matters that might arise In the normal course of business. Tile following areas fisted are in need of 
immedi.ate improvement 

JA0638
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1-"""-""'"'""'""·--·-·- ·--- "'""'·-··-----··"""'''•""'"'"''""~ --·--·------·~··-~~···-----·-----··"--·-·--·--···--------

Measure How to Correct Goal 

---11~-·-~ ................... ,~., .. ~,~, . .....,. . .,. .. _ --
QOSD 

Mlllll H- has not consistently 
achieved the goal for Ou.afity. His 2 
month average is 75.18%, recorded as 
follows: 

~must accurately ltiell •~' M ... is expected to meet the 
thoroughly troubleshoot the goal for aoso which is 80%. 

"' July 2013 - 73.60% 
Ill August 2013- 76.75% 

customer issue by following the 
guidelines outlined in TSGNews 
and the KDB. In addition he should 
engage the customer during 
periods of silence, and actively 
express empathy and give 
assurance of help on every call. 
SL1pervisor will conduct ''Side by 

, _____ .i.-::;..Si2§:.'.'. .. !§"~~---'s_s_m_e_n-=-=tsc.::.... ___ _ 

Mml H- has not consistently 
achieved the goal for SER. His 2 month 
average is 71.45%, recorded as follows: 

\!> July 2013- 69.90% 
\t August 20"13 - 73.00% 

Mlllll needs to make sure au calls 
are transferred to the survey and 
his top box scores improve as well. 
Mllll9 must slow down his 
closings to ensme all customers 
understand and expect to be 
transferred to a survey that is 

Mimi is expected to meet the 
goal for SER which is 77.4%. 

based on his oertorrnance. 
----··-----·- ••~••1~•••·'.''WI"'""..- ' -----·"·'''·M·"'"'"'"''"'"'"'....l------~--~"''1'.111i..rn,'"'".'"'"""" __ _ I 

,-"'M'"'-'"''---~"'~"-" 

i 

L_ -----· ·-··-· .. ·····--"-.. -....... _ ... M ....... ,._ ••• ".-·-----------~ ...... ,, ..... ~ .... , .............. "-···-~'------~ .. -·.--,··~~"·--·~---~ 
This Plan is designed to help improve your pertormance in the above stated areas within the next sixty days. 
If any of the above situations occur within the next sixty days, if you are unable to improve and sustain 
improvement in the designated areas or if you engage in any conduct that violates the Company's 
Values/policies, (during this period and thereafter), you will be subject to f1_1rther Corrective Action up to and 
including termination of your employment. 

I have read, discussed and understand the contents of the Performance Improvement Plan. I understand that 
any further occurrences of the above-referenced performance issues, any failures to improve in the 
designated areas, to sustain improved performance, or to comply with the Company's Values and policies 
may lead to further corrective action, up to and including termination of my employment. My follow up 
meeting is scheduled for August 29

111
• 

R00102A~2 
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J-\s of: 
10/10113 ?:80% 85% 

.... -. ................ ,, ••• , .... _,'.l.1•11.1~ ... ~ ... ,,, ·~··-·--~····-- ... ~- --------·---.- '""'"',.,....,,_, ~~-+~~~--L-~ 

SER 

As of: ?.77.4 
10/22113 % 

76.5% 
·-·---

As of: 2:77-4 
10/31/13 % 
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On 10/31/13, M- and 1 met for his performance plan extension for SER. We discussed his MTD SER 
~cores. MTD Marlon's SER average ls 73.6% not meeting goals. 

M-will continue to transfer all applicable calls to the survey. M- understands the importance of our 
customers taking the survey to rate his perfonnance. ~ advised he will make every effort to transfer 
every customer to the survey. 

Employee's Signature:~---------·-~-~--~---

Date:_~----------~-~-

Supervisor: ____ ~--~-~---~-~---~-

Date: ____ ~--~----~-~--~ 

R001024A 
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To: 

From." Va1mikl Mohlp/Chlbert Vega 

Do.te; March 12., 2015 

Re: .Final Written Wantin fo)· Cail Handlin 

_/ 

As discussed, you are being placed on a Final Written Warning for not meeting the perfomwnce expectations of your 
role, This warning is intended to addi-ess the areas in which we expect your performance to improve; the desired 
performance level; a11J what you shm1ld expect if !he desired performance objectives are not met. 

Background: 

10/30/14-: Verbal Waniing for Attendnnce 

Ove1· the last four months, you lrnve received 3 customer com1lfaints. two of whk.b wns escalated to Corporate. 
On 12127/14, you received a call from Redacted wlio was having issues with his on demand 
service. You initially attempted to trou!Jleshoot with the customer by explaining that you needed to document every 
trnn!'>action on a Remedy ticket. The cust,)mer responded by stating "you guys are getting worse and worse", This 
resulted in an unnecessary cxchauge in which you tnade the following statements: ~·would you prefor we not document, 
that's a. rh1mwica! question", "would you prefor we not document, that's a 1·hel'orical q1iestior1", "y()u're slowing me 
down a bit, just let me do my thing" and "obviously it's one of our boxes or y0tt would not be calling us". fn addition 
you cho:>e to docume11t the aforementioned Remedy t:id<et with the foJk)wing ''Really cv ballbreaklng customer1

'. 

Redacted 
On 2/l 3115, y\)\l received a CJ11 fr(Jm _ who asked to speak with the 
Billing department. You advised Redacted that you would be able to assist and began to review his blJL The 
c11stomer then complained about paying for Ultra 50 but not getting die adv,irtised speed. He complained that he works 
late m night and that's when the issue occurs. You stated that you would reqLiest for hi~ equipment Lq be monitored (Sl'::l 
up <w SRO). After updating the preferred contact list so the CLtstomer can get order Mnfirrmltlon e-mails as well a~ be 
advised of any planned rnaintenance/oumges, the conversation turned back to the customer's bill. Ymt kept telling the 
customer the cause for hl.s high bill was because he did 11ot make a full payment ut some point. What the customer was 
inquiring about was the change to his monthly rate ·fJrnt changed in September. W11en the cu::.tomcr said you're not 
understanding you stated ''!am underst~mding because it '.1· black and white, "You rtlpeatedly ~poke over the customer 
and also stated "I have to respectfully disagree", when the customer said die information yoii were giving was not 
accurate. Rocky was irnked \Vhy by Redacted why he could not tell him what Ills rate was for the specific month of 
Septembet at1d he repeated that he has not niade full payments. 

Redacted 
On 3/06/15, you received a calf from _ who liad issues with 
accessing Outlook. According to Redacted you stn:umed her computer and a data. file was deleted. This call was 
close to <'ln hour long for issues that are outside our scope of support-you waJked the C\lstomer through a JAVA 
update, which resulted in the original PST file being deleted. rhe customer "hung up in disgusti' as you noted in your 
Remedy ticket 

Expectations: 

It is expected that you conduct yourself in accordance with m1r company value$. As outlined Jn the Employee Handbook 
on page 38 Cablevision encoorages all employees tn pmctice good telephone manners. This includes answering rlngfng 
telephones, speaking courteously and trying your best to assist the internal or external caUer w.lth hls or her needs. 
As a TSG Cm;tomer Service Representative. you have an obligation to deliver an 1.mparallek"<l service experionce on 
every contact. The maimer in which you handled this call severely hampered that. In addition, page 42 states the 

Exh. Nt.:LS,(i:::-Aecelved l Rejected -

Case No.:----...-----""".r.------
Case Nama:......J..,.;;.-~...;;..-!""---~­

No. Pgs:---
R0010320 
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following· Our employees are prohibited from using the Company's information and communications systems in a 
manner that is offensive, einbarrassi11g 01- harmfol t() others or in a way that reduces productivity or interferes with 
regular work d\ltit%. Writing or sending e-mail$ or accessing lntemet sites that contain sexually explicit, rncial, or othe1-
offensive or h\approprlate content or information that may be construed as harassing or embarrassing are also prohibited 
in the workplace. In es.~ence, any statement or material that would be offensive or i!lllppropi-iate or that you ordinarily 
would not put into a Company letter or memorandum should not be sent or sl.ored on the Company':i information and 
commuuications systems. Downk)ading or forwarding inappropriate llHitedal is al$o prohibited. · 

Next steps: 
If you are mrnble to improve and sustain hnpi-ovemcnt in the designated areas or if further perfonrurnce issu(;)s arise, you 
engage in any conduct that violates the company's policies, (during this period and thereafter), yon will be subjei:it to 
further corrective action up to and including termination of your employme11t. 

Employee Comments: 

cc: Personnel File/Human Resources 

I 

R0010:\?1 
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Date: 6/11/2015 

Tn; 

:From: Valn1iki Mohip 

H.c: Action nan"" Adherencei AHT & Personal Time 

Sbltemeni of Concern: 

On 2/27115, 3/22/15 and 4/17115, ;ve discussed the need for improvement in overall delivery to our 
customer base, which is extremely iruportruJ.t to Cablevision and the operation of the depa~tmen:t, as welJ 
as the self-included impact on your metrics yearly perfor.mm:v;e. 

RaMf& has failed to meet flu p.eer gu;up established average in the rm:a concerning AH1~ Adhenmr:e 
and Personal Tlmefor !he months of Febru.m:v_. JVfarch and April as indictlted below. 

Since then, we have not id~mtified sufficient itn}"n·overnent in these a:reas. Therefore, this Acti~)n Pian has 
been prepared To assist you i.n mce"iing the standards of your position. With your input; th.is pbn will 
ad.dress the areas where we expect your performance to i.rnprove; the desired performance l0vel; and 
what you sh01.i.ld expect if the desired perfon:na.i.-i.ce r_,1bj~ctives are not met. 

Y otJ wi.!l be given up to <30> days to i.rnprove your perfrmnance iD these areas to the expected leveb 
outlined belo\.V. 

___ ,,...,,.,."""''""'"""""'""~· ,,.,...,....,...._ _________ ,_.-11~"111M1""''""r.,v.1N11r•"''-·11W•'-• ------....,,,.,...,.~, ..... ,.,~,_.,...._.._. • .,..., • ..._.._.....,....,,,,"'1'1.'-""'"-"ir."""''l'M"~'"" 

Adhernu...·e 

RJl!lt 
Feb 8S .2 
Mar 89.0 
Apr 91.7 

Peer Group 
93.0 
93 .0 
92.9 

The expectation is th~1t 1~ wi11 comply with the recommendations 
outlined to achieve an Adherence average at or above those of his 
Peer Group over the coi.:1rse of tho next 30 d~1ys and going forward by: 

• Review schedule in Empower daily nnd sign off to breaks and 
lunch on time as scheduled. 
Supervisor to .meet }Y~th you weekly to review ~ur adherence 
and provide you with.;tatns updates. .'<'""' 

~·:.:.1· r~~~~ .. ·;·.~ 
!r' .. ,, 

f-----~--~~---,...,,_,,...,.,.,..........,.,..,,,~_..,,...._ ______ ,,.,..,..,.,. .... ~..., 1 w 1 ,,.....,. , I{>.'· 
1 

'., •• ::;;>:'(.l~'""'"'Y~~• ....... .ri.li.:a:.ni:ii:frfSri:l:':l':r'" .... ;.,,,:."1 ..,, ... ....,.. .... ~:----! 

The expectation is that ~WITI comply w.ith the recommendations AJIT 

Feb 
Mar 
Apr 

~ 
810 

11 lS 
905 

Peer Group 
633 
636 
625 

outlined to achi$Ve an A.fff average at or above those of his Peer 
Group over the course of tlJe next 30 days and going forward. 
Some suggestions for correcting: 

• Utilizing all rnfoten•.e material, systems and troubleshooting 
flows including but not limited to the KDB, 1"SGNews, rDA, 
and Remedy, effkiently at1d correctly handle all aspects of 
each incoming call. 

• Your Supervisor will remote live monitor you a minimum of 

L 5 times weekly to assess your understanding and execution of 
our call handling processes, troubleshooting steps and yi.:iur 

'-----···~-~"--~~'""'_, ___ ,.,.,,_,,,,,._,~ abili!YJ..~, control yom c~Ll_s, _____ ~ ___ _ 

H0010325 
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F~b 

Mar 
Apr 

F­J.3 
2.0 
0.7 

Peer Group 
1.2 
l.O 
1).9 

.... , ... ,_.,, .. ,_,~----~-...... .......,,~ ......... ~ .. ._ _____ , ___________ ~ 

Supervisory Assistance: 

During this period, 

The expectation is that I\9 will comply with the 
recommendations outlined to achieve a Personal Time% average at 
or above those of his Peet· Group over the course of the next J 0 
days and going forwru·d by: 

Reducing or eliminating the use of Personal Tirne <lLlring 
schedufo phone ho~1rs. 
Handling !'!On-work re luted issues duril'.lg break or lunch 
time . 

11 l will meetylth you _9n an as·needed basis to assist you with the Action Plan outl.ined. abov-~. 
~ I also will rna.ke mysdf i:.Waila.ble to discuss any other matters that might arise in the normal cotu"se of 

bus.im~ss. 

This Plan is d~sign~d to help irnprove ym.u· performance in the above stated areas within the ll(:Xt <JO> clays. 
If any of the above situation:'! occur within this time per.ind, if you arc unabk to imp:wvc: and sustain 
i:Lnprove.ment in the designated. areas or if you engage in any conduct that violates the Comprmy's 
VaJues/poLici~~s, (during this period and therea:tkr)) you will be subject to further corrective action up to and 
inclnding tennination of yoi1r etnployment. 

Admowledgemeut: 
.J;~;·1~-wt 

I have read, discussed and llnderstand the contents of the Action Plan. I understand that any further 
occt1rrences of the above-referenced perfonn~mce issues, any faihm~s to improve in the designated areas, to ;~.~~ 
Slistain improved performance, or to coinply with the Companis Values :;ind policies may lead to further 
corrective action, up to and including separation of my employment. My follow np meeting is scheduled 
(6118120.l 5). ,4 ·-1 

/ ·-
I I ,,..---

Date: C)/(,; /
1 

( f 
,. ' 

Supervisor: 

D~tte: 

2 
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Date: 4/l 7115 ,,, [C7 I 

Sch. N~:.__:.~ Received JL. Rejected_ 
Caso !'-fo.; __ ,, __________ _ To: 

1/1 /"' ~ .... 
From: Charles Washington Cas~ Name:_i, ... -......,.::=;::;;;·........,~-

No. Pgs: oafeP l/' /.SRep/~.i" 
Re: Action Plan - Performance 

Stnt.cnleu t of Concern! 

On 4117115 we discussed the need for irnprove.n1ent in yonr ove.ralljob knowledgi;:) which is exl1:emely 
irnportant to the ~;ustomer, the operntion ofthe d~·partrnent, and the Company. 

OctvbfJ' 3, 2014 - .!( .. failed his New Hin! Final .. E';x:mn Sl.'O. ring ~6%. TrJ,Jini! .. ~[1 l1{rmitted him tu 
retake the test on October 24f 2014 and lte passed the te.s~. ~ s,1H:and.(le scolt;&;'94'8.-.' ..• 

·~ .. : ~'··•·····.. ., .~ ~·i>i...,..,..,~~r.:r-"l.. 1 w"'. ~ 
.. ~;:..-:·~-0i,~'~"-':f'. ~~~,;; ...... ~ .•.. · ... -k ~ 

Janumy 2015 - KlfMMfailed his January Knowledge Check scoring 81)% 

This Action Pion has been prt;lpared to a::;sist you in nic.:eri.ng the standards of yotu· position. With your 
:input, th.is plan i,vill address th¢ ai-ens where we expect your perfonnance to impnwe; the desired 
performance level; mid what yon should 0xpec( if the desired performance objectives are not met 

You will be given up to 30 days to improve your perfonnance in these areas to the expected levels outlined 
b~.low. 

Overall Job Knowledge!Knoivledge 
Check Scores 

Supervis-0ry Assistance; 

During this periodi 

Weekly medings to be held i,vith yom Supervisor to review use of 
department tools, systems and databases. Your Supervisor vvill 
monitor you a mini.mum of 4 tirnes weekly to (1ssess your 
understanding and execution of our all department tools, systems 
m1d databases and overall customer service skills. 

Following the compJetiorJ of your April ·Knowledge Check, your 
Supervisor will meet with you to review all questions and answers 
from the test to imure you have a fulJ understru1ding of the material 
covered on the exam. 

• I will meet with you on a weekly basis to assist you with the Action Plan outlined above, 
• I also will m:.-l.k:c myself available to discuss any other matters that might arise in the normal course of 

business. 

JA0648
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This Plan is designed to help improve your perfom1ance in th.:: above strited areas withi..n the next 30 days. lf 
<tuy of the above situations occur withjn this time period, if you are unable to improve and sustai11 improvement 
in the designated areas or if you engage in any conduct that violates the Company's Va1ues/po1~diM 

~bis period and thereafter), yo~1 will be subject to further corrective action up to and including tennlnation of 
yom employment. 

I have read, d.iscussed ;:i_nd understancL the contents of the Action Plan. I understand that any f\uther occurrences 
of the above-referenced per±brman..-:c issues, any failures to improve in the designated areas, to sustain 
improved performance, or to comply v..;ith the Company's Values and policies may lead to further Co1Tective 
•Ktion, up to and indi1ding separation of my employnlent. My follow up meeting is scheduled 4/24115 

-~4 

l[ / 17 tiQ.1$._ 
*:4'1,, 

2 

JA0649
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Kason QiJarlcs ·~ Action Plan update 
·rvfoy 4, 201. s 
Prepared b·y Charles W1;i.shington ... TSG Supervisol· 

Today 1<._and I met and reviewed bis 4 ca11 mon.itors that I conducted w:ith him. I<_ passed 
his QA score ed on his peer group average bl.it he still hi1s some areas for improvemelkrlf-is 
scores were 7~.00, 76.Sl\ 83.75) ~md 82.50 for an average of 78.69%. 

Klllll!l!contlnues to say "there" and "here" many ti1nes throughout the call. I have reiterated to him 
to try and i-eplace that with the sub's name to help bui.1d a rappoli, 

K.me tro11bleshootir.lg was sound, but he foiled to use ITT fhr Modem, K- needs to use ITT 
for Modem on each OOL!OV related cnll. This is very important not only in troubleshooting but in 
keeping in compliance with his tools. ,.,,. 
K• did have a working k.now1edge of h.is toofo_, was able to rnultitask, nnd do<::umen1. hi.s 
.Renrndy ticket during the call. However\ to tncrease his chances of not getting a repiJ?..t, $e should 
also offer se1f"help options such as Optirnm:n.net, Channel 900, and/or the Optimum Support App. 

I wirt follow-up with K- on 5111/15 for our yJ week follow-up. 

As of: 
514/l 5 "?:..77.2% 73.69% 

11'1'1~ ........... ""'"' .................. ,~-~~--------- ·----------;--...---+---· 

As of: 

As of; 

As of: 

As of: 

As of: 

Previous Updates! 

Week 1- 4/25/15 

Initials 

JA0650
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l~ Q- -·Action Pla.n update 
April25, 2015 
.Prepared by ChHrk:~i Washington - TSO Si..1pervisor 

l<'I .f P~'··>. 
Today Kial and I met and reviewed his 4 call monitors that I conducted \vi th him K-pa'.>sed 
his QA scotes based on bis peer group av~~rnge bm he still has some areas for improvement. 1-Iis 
scmes \Vere 72.30, 83.50, 81.401 and 75.80 for an average of 78.25%>-

····~ 

I would like to see him build a better rappo1t by using the sub~s !iam.e throughout the call. When be 
steps away from his desk he needs to i.1sc hold, as opposed to mute. Also when he uses hold he 
needs to ask for holding%:1n<lthank upon return. 4'"'- 01 

In tenns of technical, he was sound .. He used TSGNe.,vs "vhen he was unsi..ire of a proced~1re and if 
he couldn't find it in a timel.y manner he spoke to a lead. I ·hav~~ advised I~ to use ITT for 
.Modem for all OOL/OV troubleshooting to improve upon his efficiency. I look forward to·~··• 
working with. I~ next week and .nti::asuring his impi-ovemenl. 

i~S of: 

As of: 

As of: 
>--------;----+----+-----+--~--+--~- ----1--............... ~ ........................ ..--

As of: 

As of: 

Previous Updates: 

N/A 

R0010375 
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Kason Quarles - Action .Plan Update 
5118/15 ~ 
Prepared by TSO Supervisor Charles Washington 

On May J 8, 2015, TSO s~1pervisor Char.les Washington mer with K&lllllQ&Mi6 to review the one 
week period from May 11th ... May 1 gth for his overall job knowledge/knowledge check scores. During 
this period K.,_four cal1 monitors \Vere complewd. ~received the following s1,~ores on the i::alls 
completed by me: 80.00 on the P\ 83.50 on the 2nd> 81.00 on the 3rd, ill1d 82.00 on the 41

ti. K•mct 
expected pi;:rfornunce with an average of 81 ,63 for the week (Jericho Average: 73.7) 

Tocls Regn:ired; &+·~~ 
ITT Modern -·· Did not Pass 
Jling ··- Pass 
lDA~Pass 

tvf odem Poll • Pass 

On the 1 ~t call KiaM. did a good job ofbnikling a solid repqrt wi~b. the customer. He was able to rnntti­
task wdl while s·till engaging \vith the custumer. He used the sub's name nJ.i.tltiple tilnes throughont 
the calL I advised K.a. that he should be offering sdf"hclp options as well to try and prevent a 
possible report He could have advisc:d sub of the Optimum Support App and men.ti oned the alternate 
wo.ys to contact us. 

Tnols Req11kecl: 
TRiO ""Pass 
AST- Pa:>s 
Ping- Pass 
Ivfodem Poll " Pass 

On the 2nt1 call snb ad.vised he was unable to leave a voicemail greeting. K~correctly identified the 
fix u.sing logical trouble.shooting steps. He bounced the modem and fa1d si..ib make multiple attempts to 
ussme him that the voicemail gi-eeting was worldng now. There was one point in the call where the 
sub asked Ka.. •~what should I press now" and KW. overlooked that statement I would like to see 
~be mtention throughout the whole cull even if he is focused on the fix. 

Tools Required: 
TSGNews- Pass 

On the 3r.:l call sub wan.t1~d to know if sh~~ would be able to call Spain. I<lrlllltcorrectly looked up the 
international rates and advised sub it "vas 2 cents/minute to landlines. This was a short i:::ull but I<a 
did have the opportunity to advise sub how she was ~ible to check her minutes/usage on the 
Optimun.net website and he didn't do so. FCR is a critical stat and. for him to .improve his FCR, he 
must always giv~~ selfft:belp options. 

Tools Required! 
. AST-Pass 

IDA - Pass 

JA0652
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Today I~ and I met and reviewed his 4 call monitors that I conducted with him. ~passed 
his QA scores based on his peer group avetage but he still has some areas for improvement. H1s 
scores were 72.30, 83.50, 81.jO, and 75.80 for an awrage of 78.25%. 

$'( .. :~fi' ~· :'; 
l 1,vould iike to see him build a better .rapport by using the sub·'s name throughout the call. When he 
steps away from his desk he needs to use ho1.:r, li; opposed to mute. Also when he usc/ffoft! he 
needs to &sk ·!Jr holding and thank npon return. 

In terms of technical, b.e was sollnd. He u1Scd TSGNcws when he was unsl..1re of a procedure and if 
he couldn't find it in a timely mmmer be spoke to a lead. I have advised r-. to us~; ITT for 
Modem for a11 OOL/OV troubleshootLng to improve upon his eJf:kicnc,:,y. I look forward to 
working w-ith Ktlll next week and measuring his improvement. 

.f''. ~ 

PQO'l03T? 
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?:85% 80'% 

2::85% 

FW010380 
JA0654
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On the 4111 cull sub caHed in to complain that sht i:> getting spoof calls. KlllYI did not give any 
empathy stateme11t for her trouble - I advised him he must give empathy and asstin:mce of help on each 
calL K9mf did correctly troubleshoot by offering tlrn sub a new nu:mbe.r or bavi:ng her block her own 
number in AST. Ktlmveri:fied CPNI and enabled the call block feature, K- did advi;;e of 
alternate contact methods to reach us. Again in this call~ did not advise the sub of the 
Optimum.net website t(~ manage her calls on her own. This is Ktllll biggest pain point and I would 
like to see him work on this area. 

~
., 

' "':!·· .... 
;;;:i~···;<>'")" 

Overall I<iltlll did a good job of identif/ing the issue and working quickly to get to the reso!ution-
K ... has been using lhe sub's name more often in the call as opposed to say "there." I woi.1ld like to 
see K .. irnprove his First Call Resolution by offering the sub self-help options when appropriate 
such as the Optimum Support Appj the Optimum.net website and Channel 900. 

There was only 1 call where K&tlll could have used ITT for Moden1 and he didn't use it. I would like 
to see Kea use this tool on every applicable contac~t. 

Kl!.lli!IJI received an 80% on his i\fay kno>vledg~ check. 

I advised K8a \Ve will be meeting again on 5/25/15. 

As of: 
4/25/15 

As of: 
514115 

2:77.2% 78-69% 

-·---···'""""-'"-"----1-1-~·-1+--------··---·"--·-·~ 

As of: ?.772% 80.50% 
5111/15 

............... ...,"""''"""''ll'lllTll~...,------+----------+-------+--------1 

As of: 
5/18115 

?'.73.7% 81.63% 

_!V_1_01-1t_h_End L~---------
---+-_,...._._. ...... ,_. •• , ....... ,.,,1101.,IM>I' 

.... ,, ..... ,,,....,,.,., .......... ,l"TY".,..,..,"""""~~-------" 

R00103T"0 
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his QA scores based on h.is peer group average but he still has some areas for 1mprovenim~ii>4 
scores were 72.00, 76.50, 8J.75, and 82.50 for an average of 78.69%. 

Kason continues to say "there" and "here" many tjrnes th:wugbout the cdL I h~n·e reiterat~d to him 
to try and retfhte4that with the sub's name to help b~1i.ld a rapport. ~4 

I(-IV"troub.leshooting 1ivas soundj but he foiled to nse ITT for .l\fodcm. K-needs to use ITT 
for Modem on eoch 00.L/OV related caJJ. This is very important not only it1 troubleshooting but in 
keeping in comp.liance with hjs toots. ~.· , t 

K- did working knowledge of his tools, was able to mnltitask, and documented his Remedy 
ticket during the calI. 

vVeek 1 ~ 4125115 
Today I<SMI and I met and revie<;v~:d his 4 cr-.i.11 monitors that I co.nductod wtth him .. K- passed 
his QA sc~~tsed on his peer group avenige but he stll! has some areas for irn1Jrovement I-Iis~.J~l% 
scores were 72.30 1 83 .50, 81.40, and 75 .80 for an average of 78.25%. 

I would lik1~ to se(~ hi.m bl1ikl a better rapport by using the sub's m:ime throughiJ11t'1Jie call. V/hen he 
steps away from his desk he needs to l.!Sa hold, ns opposed to cnute. Also when he nses hold he 
needs to iisk for holding and thank upon return. 

In terms of tech.nkal~ he was sound. He used TS GNews \Vh¢n he 'Was undurc of a prncedur~ und lf 
he couldn't find it in rt timely m~umer he spoke to a lead. I h<We advised l<miq to nsc ITT for 
Modem for all OOL/OV troubleshooting to improve upon his efficiency_ l look forward to 
worki11g \.vith K_. next week and measuring his improvement. 

ROO'l03<12 
JA0656
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K8ll Q8ml ""' Action Plan update 
May 11, 2015 
Prepared by Charles W;Jshington - TSO Si1pervisor 

Today !~and I met and reviewed his 4 call monitors that I conducted vvith birn. I<881passed 
h.is QA scores based on his peer group average. His scores ·were 71.00, 83.25, 86.00, and 81. 75 for 
an average of 80.50%. l!~··'1 -~~ 

Ka. showed ·improvei:nent in his c~)lls. He still calls "there' and "here'' many ti.mes dming the 
call but he U5es the si..1b's name a number of times in the call. I have advised h.im to continue to do 
so because it will help build a rappoti and wi.11 help his VoC scores. ~d~ 

I<lfa utilized K.DB and TSG News for help before he got i..ip and spoke to a Lead. He wns able to 
nmlti·task during the ca!L I reminded .KllllrA1 to always give self-help tips to educa-te sub and 
prevent a possible repeat call. 

11· 1 ~·····~ 

l<.tllllrt foiled his May KC today scoring 80%. I r~vinved th~ incorrect answers with KM.II and 
expbined to him how to find tht~ onswer to each. 

I will follov·Mtp with 1<811 on 5/l 8/15 for our 4th week. follow-up. 

As of: 
04/15/15 

t\.~ of; 
.5/4/15 

2.77.2% 78.:251% 

"2..77.2% 78.69% 
f----------+-----+---r------·-'-"""'""~"" "'"-·····""'~----'"==:--:-="::':':'-----I 

As of: 
5/l 1/15 

?;}7.2%.} 30.50% .>85.0% 80% 

As of: 

As of: 

As of: 

Previous Updates: 

Week 2 -4/25/15 
Today ~and I met and reviewed his 4 call monitors that I conducted with him. KSllilpassed 

R00103S·j 
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Date: 3/ l J/ l "1-

To: 

Fi·om; fames Starr 

Stati::nwnt of Com:ern: 

()n 3/ J 3; 14 we discu:;;si:; d thr..: flt;'~ d for in1provernent in job k nn\v!.::clgc: _ which i~ exnc:me.ly impcrLrn l 10 
tllt:: c-u'.;tomer, tht~ op.;r<1lion ut the departn1..:nt, :.ind the Co111p~1ny. 

A l'Oilabifi!y ~ /kl ... missed this ,goo! in A.pri! 2013 
Quality " Jfllla missed this goal in July 2013 
i\'m'cmbe,- 2013 · M .. j(ziled his Assessment 
Februmy 2014 · iU,,,.faifod his Re-Assessment 

s inn: i h:: []_ \'./C .!::~\Vt• 1101 id1: n l.ifi,:d ~ t.l ri'ick fl! irnpi'CW:.~nH';n! i j) (fk ;:;,; \lf~::.1';, Ttlt>1\: foci~:. I.hi·• ;'\l:l i,)i) p !.1n h1!S 
h~t~n pn.:r.i:'.rt:d 10 ~-,:.;:,ls\ you ii'. rnc:i:lin; rh;; c:;i;1nJ;_\rds of' your p1.:i~;ili:.)n. 1Nilh yuur inpuL this pL~n wi.!\ 
add r~~.s~1 thL~ d.rc.:s \}/ h~·-~ r\~ \·~···l~ t' .\ r~;c ~ .. ~! t/(H .. ! r iJt'. r fo n~1~.1nce lo irnr1 ;1r~ 1.~v::::~ th~: cI~.r~~i red f.~~~ri."nn·n~111c1~; I1.~~='-::: 1: ~1 nd . , . 

'.virnt yuu <>houid c::<.pcct if 1.h1.~· citsirt:d perfcmn:!nc·:~. obj;.~ctiv1:s Jr~: nc1t n1c·i .. 

You \<..·ill be giveil up to .~I} ci;1y::; w imprO,'l: your f-'t:rt'iirmanc,~ 111 the:~>: <.1!\~as tu :he epcCIL"\i k\·'(:ls 
1)u t lEkd hc!1.11,v _ 

l.~~····· ;IE~~;··_·a:S'.i:.~:.~:~;;i:~~:£Z0i:~~~}~:i:~'.~~-r:~;·;·Z·1:.·:···::T:::::.-:.-:::.:·.:·.::_:-:·.·.~::~:: .. :,:~.~:x:~; .. aI!.i:i~:;,,~i.~L~:,i:···i~~"fi/~;·; .. ~d:i·::iTBi~~\~:-£i-i.I!i:~y·:~;;;::·r:·_~:~::··~:·.:.::·.~:: .. ':·.:~·:.:: .. : .. ::·:··: 
! I 
j . I 

i Oi:erttfl Tec/uiica!iPmduc!Job I We1~k!y mecr.ings 10 be hc!d wid1 yuur Supcrvh1)r l.u re,·iew use ul· 
I [(11011'/edge dcp;innv:-.nt lnoh, syst,~m~; <tncl d:;H;1b•1Scs, 'Your Sup..:rvi:-;or wil.I 
! .. rnon.itor you J tirn~:s wcekJy 10 assbs yc)ur unch:r::;uncling. 
1 

t'X\·~~cu~ion and l0.11J1nui1icalion of 1)\'t:r~·tll lccbnlc~:ii ~tnd prodlJCt 
1 kno\vledgt:. 
! Q1wlity 

'A l'ailability 

Weekly meetings to be he.ld with your Supervisor lo review quality 
c:dl guideline<; and to rcviewicoach back rnonitorecl calh, ! ~·· 

W<.~dly nHtctings to be held with your Supervisor to J\·\-it:w i:hily 
I aclh~~ rc:nct to schcdu le. 

-··•••••••••••-•••••.,••m""""·"'"'•·"".,., .• .,.,.,.,·-··········-------·······-·-·••••••••J._.,_,.,., .. ,--,.--·-·-"-"'•••"---·--·"·-•·--·••"''"'•w••·•-·-·---,-·-·"·""·•·•-~•""" ___ '"""·--··•-•-,.------·-·------·--·--·-·----' 

Supervisory Assistance: 

f)uring Uris period, 
"' r wiJI n1eet with yt)u on n weekly bn:>i!:> to a:-;:5ist ycn1 with tht Acrion Plan our.!int~d nbovc. 
" l also •vi!! rn"lk:c n1vself nvail~1!Jk tn dis~:uss n.nv olht'r matrer'.i th~1t rni:iht ari!:ii; in the normal course of " _. ._, 

busine:;;s. 

JA0659
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This Plan is cks!gned to help improve your performance in UK <dJov~ stated areas \vithin the nt:\l .30 days. U 
<tny of thi:;: above si.tuarions occur \vlthin this time peri(id. if you are unabk 10 improve and sustain 
in1provcment in the designat.i;d areas or if y()ll L:ngngt.': i.n ::my r;,)ndutt that vioL11~jfi~'.7f:o,.y's 
Values/polide::;, (du ring th is period and the rca tk r ), you will be su!Jjecl w fu.rlher cqrrecti ve 'Kt.ion up to and 
including terminollion of your tmploymcnt. 

Acknm-vfedgement: 

l h~l\\: 1\;:·\d, dis;:us•;cd and undersund tlk contents of rile Ac1ion Phn. J UJH.!GtSt(\nd !ha! <iny funlier 
i.'cc·..irn:nct~s of the 2bt:.we-rer~rcnc~d p;:'rformanc:: i::;sucs. <my i"a.i!urts 10 improve in th\'.': designated Ere.is, to 
Sl!SL!i.n improved p,;rfornh1nu: .. t)r w cc.mply with 1hc Curnpan;/s Voducs and polic\ 1=::> 1K1y lead lO i'unhr;r 
rnrr~cliv¢ ;~crion. up LO <rnd including •;epMIHion or my empluymenl. f'.1fy follow up ni,~~ting j~: S\.:l1t:dukd 
3./2.(}/ 14. 

~'"f I i f ) •• 

' ' 1
1 

• ) I i ~-,· C.\J\.e: __ ; I ,~ , . 
---........ ,__,-----1··-i-··-·-~---.-..... .... ______ ,_ .. ~~1-''""_ ... __ _ 

R.00104.2-6 

JA0660
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·"""". ··. ·..a ttc~r.' !;I!)! '~:;::!:' ... pit.~ ~~mi; ,1· 

C\nd1ing nut,,;s: 

) 
----------·----- ·------·· -·-- ·--"·-··•"""'" ""--""··! 

' 

_ t,, 1-:-1.~ . .1,k,i·.~JI~·Lw:~!:t~Y~1;Jl'52'(~i::.~:2r~,. ,~_,._ 
jcompletod c:~ side by side to(iay with m .... i llstened to 3 calls between 4:30·5:30. I ma.do tl1e' following I 
I observations and reviewed them with rn-: 
I 

I Tools; 

j Provisioning .. M-put the new rnac address directly Into Sf:J~Jr, wh1~n dart updated lht; mac address 
was overwritten. I had to show M-how to find the rnac a('JcJress again so he did not have to asl{ the 
customer again. ·~ 

18A .. The custoemr advised Mllllil that he had questions about bi1l!rig_ M- did not open IBA until the 
ClJStomer s,s!<ed when he would be de .. ·authorizsd. I advlsed M-that for better call flow !BA sh()Uld be 
opened as soon as the customer indicates they have a billing issue. Also I needed to sliow M-8 where 
the de-authori.z.ed daM was in IBA. 

Quality: 

Silences" _M~ did a ~Jood_job_fimn.g silences but ~ometimes silences w~re filled tJy)us: repeating what 1· 

I he was doing_ I discussed tJ11s with h1rn and asked him what he could use instead to fill s1kmces. M- , 
-··-••i.,•,.,,••----........ ~ ..... .......,,._,,,_,._.,.~I .. ,,._ ••--""l'l'r"'"~""""'""" ....... 1."M•.'l...._,Ml'i~ ... ,.i•,,.,1,1.,.,,.,._,. _,...,-,,.11'1'11'1"1"1•1 ....... ,.,.......,,, •• , •• lml'll,_,.,.,l',/, •• ,,,m,.11 .. 'N•n ... ~ll/Ol ... l/O,,lllWll~..,,.. •• 1•~~11.1,l.'-IJlllll•'• 
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M81t V ... --Acrion Plan Upd~lk 
JiZOil4 
Prepared by TSG Supervispr Jnin~s Stun 

On 3/15/ l~ a ~ick by side wa:~ n:in1ph.~ted v<ith rv1iflll (Connex concb.ing note~ bclmv). Sever~11 ure~:1:s 
were discu:-:sed including quality and tool usage. 

On i\Lw~h 20. ·201-+. TSO Sl!pt~1visor James St•Hr rner with lVJW \•& zto review the: one wct:k 
period from t'v!arch Uill ·-· tv.L1rch 20111 for his tool usage, QoSD score~, and av~tiLibility cmnpli<1rK~-
M .. had four mr1nitors completed during this pt'riod. one req11lr~;d monthly rrwniwr, :11Jd [}Ht:e 

monitors for this Action Phtn. He: svHcd (!n ~Q \m the monthlv moni1or, 78 on th'~ i" acr.ion pLtn 
n1onitor, ~2 on the ~2' 111 • and N:2 on his y:i action plan rnoniwr ,;hich met (;\peered r.krforrna1K..: 'vith an 
nvcrag1; of 81. 

On the l:;i call w,~ cliscu';scd fil1in~1 :)ikJKi~S with pcrlin~m information t:o lhe ca.It. 1u1d s11rnm:11tz.ing 1lv:· 
rnll io educ:.11e rk customer (.Jll th~ issue 10 prevent a cill had. On tlw ::1.'

111 call. \W dis1:ussed th<:. ~" 
proci:ss roe providing tb.1~ cu~;:1.ml1~r with ~' 1rnuuged ro~H~: r: I ren·1.i ni.kJ MaSm t h11 I u1srnm(: rs in 
Brooklyn are tligihlc !Dr;.\ free i;1stall. On 1he ~~ru cdl wt: Jiscussed he.ing rr~spectful of 1he cusrorner.'i 
i1nd uskins probing qui::s1ions early in the c<i.ll to come tu a re~olution. On the 4'1t c,1ll \Ve rJi:icU~~~ed 
hai1dling cu:;.11:1in~;r Cl.lr11pL1iillS :end rc:vi("wing: \Vli<d oplil}ns <He 1=1vaili1bk to ~h;~ \.'\J~t1_)rn~1 [Cl ke,;p ik: 
c(;ll ~'LS ~.! Sluy \,'\·here y~"Ju are c~·dl, 

P.cv.it',', ed CUif''~.ill :1\'~1 il:ihl y r~1tiEg o( 99.h'Yi: 1,vii.h Miiia k lns do;-!<: <.l .~'iW~c(}~)t~~J;g it'·,1iLtbk i~) 
:.issi~;t ,~~u~;.turn~:~rs :Jl h~~-~ >~chcduicd r.~,rn~~ .. ~ ~·.1tld ~:~ currG'ntly i.:~x(·t~r.:di.ng (k~p~.~rtrnt•11tal go:.11 . 

. M ... ha:; \\mkcd hard 10 improve bui \:;,·:= discuSSC"d lhGrc still m·cds lU be a SlrOng i'ucus Ull (jl!cdily 
irnd cu:;cp1~·1er c;-.:p,~1·k1.ici::. \Vt~ \Vil I he meering •lg~iin on 3.'.27/l-+. 
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i 2,d-~l·~·ed pro ti~;·-~;~~-~·~;:1~;1~1-;·~--l-~d~~-~·~d-·r;;-th ~t-p;~ bi~g--~;~,~~tf-~;:;:~--~-~ ~-1 ici···b~.:·-1;~;~~;j-(~-f iii-~il en ;;-;-:;;;~d··-··· ··- ·- ·: 
also come to a concluion on the overall issue. I as well aclvisad tllat silences Gan be filled with customer / 
education. I provided him tl~e an example frorn hi:s round 2 qosd score of 82, lhe customer had B I 
managed router. I .advised M- that in that c~1.sc for e;cam pie he could have educated tt10 customer on I 

1 tl1e fe2.~1ures of the router. M-acJvisB(l that he unde!stood and will look to fill silences witt1 inforrnation · 
p12rtenant to H"le call. 

"No" - I oberservi::d that Mf&llllli ofHH'1 said ''No'' when the customer n·1~~Y hc..ve tni:s 1·1erd him, for exarnpli? 
M.._ asked tr1e customer for ihe CMA.C, the custorner ;;;shed "EMAC?" and Mlllll replied "Ho, 
CMAC". I as!\f?Jd Ml!Bwhat t1;:: could use besides "No". ~A-advised he could hnv0 s<::~id ''Actu;~ily 
what I am looking for is tt1e CM,4C". I advised Ml&ll that wo1ild he an 0ffective way lo say the sarne 
thing wirhout sounding negsrive. 1\il-8d'·iised he will look to implement this going forw,;;mJ. 

Oauging rhe CudonHi:r;; Understanding - I revie·,vo:;-d with 1v1111B that on the 3rd call I lislsnad to the 
customer advised lie did not know much 2LbOt.1t conwutet5. ! obSf~rvi~d that lvl!illlt providt~d the custon1t~r 
with rn2tny direct trnubleshno!ing steps, sucll as "click my pictures" wiU1out <~dvisinq th& customer whan:; 
this vvas. Thirs caused the custorMH to become confus<~d a·,~ to what hr~ w~\~~ suppo~;ed to t)e !ookin9 for. I 
8dvised M- that he needs to 9uage the customers feelinqs and ~.1nclersta.n~lin~i. I ~.:;i:Jvised MllllJ that 
if the customer seems like H1ey l1avE; a gocd gr3sp of troublesl100Ung it i'M1y be ol,._ to giv:.') 1.:!ir~'Cl sti;;p~~­
otr1~;rwisr· i·f the r.:ustomer' seems unsure h\'3 sh~"l\,ll!~J rook w proviclc cbta.ikcl steps. IV: wc:-:11, on Call 2 tlir::; 
customer snJ~j he was going tl~rou~Jh some rough times. MElill\ st::.it<':1d to tl"h) ct,;st1;i;n";r ··1 apolc9ize for 
any inc;~n 11iErnce'' I asketj M- ~1ifr;1t Bise could have state~! th;;<J n1ay l12vs CCl!ll!eyed rnors <:11npa.thy to 
the ct.1slomer. !VI- w:::~s unsure of ·Nl':<~t he could say. I 2clvised MIUlll tha.t l1s C2i'1 use t=impath;1 lo 
build e, rc.ppo1i 'Nith \hi~· cu.'.5tiJmer s1.1d1 as··: ::'\!":'1 S01Ty to hoar lhnt but l will da everytt1i11p i can lo ans·N<:;r 
edi your '~U·~stion~; .:;.nc! · . .vslk you througl1 y-0t.11 billing" Mfllll SKllfised ilo Vi!!! try to inco1po:1.:1to nwr~; 
(2rnpai11y to bt..!ild a rapport with cusmmers. 

/~ctiv2 L;s~211i119 , : ot1~;e:vad that on c2JI :3 th0 G\.hiorner was locihing for MW \o get his pictUI'% C:·U\ C·~ 
we:)bniail and s;;:;v0d on his computer, the custcrn(H ~Klvised hi::: did nul know wlk:1e the riles were 
going. ~11._ tri~Jci 10 strn::i.m but the cu~:stomers cornptuor kopt failing to load the lil1~. M- trif~d t(1 

: wa!k the cus·tomer tr·1rGuqh but was showimi rhe ci . .J:s"to1rn~1· how to atL~~ch ~ filG to:.:\ fliJ'N r;;rnail rffthor th;::,n 
: i"IO'f\I tO download ihe "file~Ol.l'i Of W0bn18il. ! ~ci'JiSGCJ iV!iilml ih;~t he can look for ke:ywon:is Jn what Th€' 
· cu$k;1nH n0~1ds dons. '.and c;;;n use probin9 queEtions to clariy what the c.usliJmcr is ioo!~ing fGr. 
' I 

! 
i To;1=' - M- w~~s far rnore upbeat with his tonr:7 that he h-~1~5 been on rauint ca!!s. H~D respontfoc! to 
customer pleasantries such as ''how are you doing?" wl'H;r<;; in tlrn past i1e would jusi ~;o into \he issue 
advise\:! rv:- that I did see a11 improvement in this are~i, and he 10 utilizing c;. more friendly, upbeat <.rncl 

I confident approach to" the customers inquiry. 

I 
i M- was very receptive to all the feedbec~ ~~nd did not l1~wi~ any questions. I remind~~() him O<Jr next 

l!~.~:?.~.i~2_~~~39,:., ···~"'"' ~-·-················-·----------··-··._ ...... ~ww."'"'-"""""--"·-··--··--.. --.,- .... , .. " ..• , ... ----··------·-··----·-··--·······-··-··---··-····-·-------·-----------
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UYiff f'J':',zt 

l d.iscussed with M- that. hr: wiJJ need ro focus t'>n the provided feedb•Kk ;rn it has been ob~;e11';:e.d 
multiple times since the S!Mt of this action pUm. We \vill bi:: mi::eting again on 4/3/.14. 

!
·········-············ ··;;·:-~~!-) ----·······"-······: Iii .. ,. ';:Ai 

"· J . .l - : fl~ ~ 

f ~1~I!~J~-;-,~'-""~-~,~~-~-.}~f~S:~D]~fljlf l~;f il~~1 
I 3 /2011 ·~ i > fW':·ii ! ~ l ·:, I 
; : ·-- :· i '~ ! 
: .... .,., .. ""\····-···--f----··t···-···-------+·········~·-···'"'""-·········i········-----·---·-----·-·"·' ···f-·--------·-·····~··· ""···-··-----------! 

L:'!~~l~--L~~~; i _''_':~-----" _ _:::__ __ j~-~~ 2 ::~:-~~'1 
A.c.; l.\f: ,

1
. 

1

, 'i·. 

I '.J!il'\1 , 
I • : 

. ... . . . ···:··:OHO~·-. ~,.:!.q - m • ' '""''" -+- .. 0 rnm•-·-----·----r--mo • ..... 0 OHmHmH---r-m• ········ .. .. ··$ i<i::·~·!-· --:----·-- Hm oomn .. rnu• • -1 
.---,> uf. I . ·1 ·10 ; i I I 

~ ~~~.{) ... 0 ; l 1 
) : I ~ ~ 

............ - ... ··--·--····· ''""'"'""'"/.W.,r'.r'.11"'1·•·· -·-----.. - ....... 1 ••• ,.,_,, ....... ~ ••••• - ......................... , •••• , ... , ... ., •• "'~''·"""""""""" ................. - ................ --·-·-···-............ ,-... , .. ,., .. , ,,.,,1 .. ···~ 

: I\ ](' ··][ i, ;::·: yl : 
i .. )l. 11 .L.~ \..! : :~,.)stv.~.-;) : r : 

:···-··-······-·•••••••••• ., ... " .. ,.., .. J._. __ ····-·-·-··· ·'•·····-···-··-·-···-·•••••••• • ..... .l ... ••••••-••••••••••·•••••wo ..•.•.• ,;·-----·-···-···•••••••••••••••• I , • • ··•··- ·····-·-····---·-_J 

,,;; "' 
1'~'····*1 
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iVJ- VPI D - Action Plan Upcbn.:: 
3/27.·1 "i 
Prepurecl by TSC) Supervisor James SUltr 

On 1Vl2.rc.h 27, 2014, TSG Supervisor hnit•s Starr mer with ~fJM'lll \,$68' to review lhc one \V(:-:k 
period from March :2J~ 1 

-- March 271
li for his 1001 usage, QoSD scores, ;1nd avziiL1hility (O.mpl.i:i.no::. 

Mlalllhad four nwnitors compkted during this period, one required nIOrHhly rnonit1_ir, and three 
mon.i tors for d1is .A.ct ion Pi :.in. .He scored a 78 on tile monthly n1l)n i tor, 8 7 .25 on the I ' 1 <1.crion pl an 

· ·"' l") t J ·1 ~d I ., ., I ' "'r- 1 • l . ~ . I J 1· , ' monitor. 1: on .1e ~· . <nlc .'\:':.on HS.;'· ;tctJOn p an rnoiwor 'V11.!C1 met G:<pcctu pcn)nrnrnce 11vttn :rn 
;iv,~rngc of 80 for tht'. \.Vetk. \.11881 is t.:urfl~.n1ly al (Jn 80 avcr;ige ovc·rnll since the srart of this actiol.l 
pbn. 

On I.ht r' call \Ve dis.;:us:s.:::cl proper us11ge of tht TSCi Ul to ciiagno:=;t issuts, TSG UI 1.vas JlO( 

docurnemeJ and did sllo1,,1/ is.sw~$ over the period the cuslon1cr sL.Hr:.d llH7Y weri:: k1ving issues. 
rcvie\~,.·e,d wi!h \.-Ilml!I which l:alh require TSC Ul, illlcl rcil.i~rnled thi:• irnpurtam'C.' of utilizing thi:; loo! 
lO e.n::;u1~'. pror.kr reso!t1tion. As 1v:2ll. 1 advhed iVlBlllithar this wuu!d foll Linder ;1ctivt J.istc;ning which 
\Vt have discus:)ed pr~v.·1ou:-:ly. Th>:: cu~;torncr in this u1.~c::: ~u:lvise:d rlJi~Y w~.,rc r;;:n;mly h<iving lroubk 
'•,Vilh their COIHl('.Uion. 

On r;·;,•,: :2"'1 cdl. l <tdvi:-'.;,.::d ~1Jtll1ll t.hat he did iHJ 1~xcclk.'rH job bu.iluing :1 r:1ppurt \vii.11 t.lit cuswm::r: he 
u~i~,j r<n;llip!·: (:J()'·,iiil'~: c;~;n,;n1,_;r:ts <.:nd pn\.i~;cd the cus.to1!1<::r for het· dl"c·ns in rt;s;\t•.-ing th'. issue prio:- 1.u 
;:_:aJlii·.c:. The c:w_;f1_in;~:i· :,\t u!.h~ n·,;,int '.;t:ik'd lhm \LID.i\ \\~L~ '";t'A~:~:on1~:-- .i Jid dist;u:;;; \Vii.h t\.i~ that - ' ~ 
ht no.::1~d:s to :;ivc: ~1 bii LnOr~~ infrnnwtion 0:1 why he is h<:ving cerf:Jin Sli:T:-> p1~rfnrm1~d. in I.hi:.: r.::,1st 
\f~ ,,h,·1)'~11 1 · ·.ir·J,,.i,·1·'11 iln1· ., t1·,~h":,.i·-111 \'''". nf·l"·dcrl b1o1 ciil 11'"'' 1:ri•.·e ··m· rc41s1~n \1.i1 1· 1 re1\1incl·-''! · -~~1·.1• .-l·"· _1 '"·'· .-, .•.•. •, ~·· 11.· ...... i._ '-· •~~.) , • ...,. _ .,., ..... ! .::~·'' ~.I , , ..•.. ,, }" • .•. ,\.,,\. 

:v:- 1 hat \\ '~ h:'' <; spo Li:. n ~~.bt1ut this lx~fi.H',~~ nnJ in ~o nv~ c-;:1;;;1';~ i.1. h<1S c<1u :>t~d conJusiu11 for c-u:~1on1t rs 
:.is to wh;u is g,uing 011 with rhtir issu1~'. 

On 1he 3111 call \V(: discthS(~c) ;;!·c11~e:i· US<1'-'1: ci" ho!J l:imc as thcri~ ,,·cri: \.;::rv !l)l\2 sikn.:::i~~; un this l:cdl. A:> 
r J. ·~ • ·-

1YcU, \v-= disi.;u;.;scd d1sming th:lr the cuswl11r::r.-; inquirt wJs ~lddn:ssi::d. The number tk· custorner 
rc:que:;uJd i::; 1101 dqc1m1i::m,:d. clS \ve!L !he cusrnrnc.r nt lhe end or lhc cdl sLW;cf lhcy w· .. tn:-ed ro ki::cp rk 
number working tor flt)\V, M,_agreccl 10 this slak:mcnt but the number had ln:t;n disconm:ctcd 
;;ever;d days before the ml I. l rfr;l,:1.iss(;d with iYllllll th:it ¢.l!(:ll though h1~ cannot idk ahou1 the other 

aco_l\l!\IS sU~HJS :is he was rwt :.;:!1...:ing to !he account holder, ht sd u false expecl<Jtion by agreein_g and 
nor. appGur.i 1Jg to check on the numbe r::L';t;1 tus. 

On the 41
h call we dis~:usscd lhat i'vJ8- n·oubl0shooti11g steps were not clearly d¢tlm'.d. Thi~ 

custmrn::r was very confused on what would need to bi::: done lO resolve the issue. I rcvievved >vith 
V- that t:xplaining what u wire line is, and why he needed the customer to byp~1ss may hnw 
cleared up some of the custon11~rs confusion. As well;''(U:sf6111er wa5 nnt sure wll<.ll a nwdern was, nioi-t 
cbrifica1ion on wh;Jr the customer should be looking MF!n11y have hi'.!pcd. l n:vii:'\Vt.::d with i'.vl91D that 
this is :;omething !hat we have:: discussed previously. 

Reviewed rec~~nl kad sid~ by side with .l'v ... ; I cJi:;;c,1ssed wirb. hirn ihnt !ht: sami:.: observations that J 
had m~1de and revit'.\Ved 1;vi1h him during my side by :=;id1~ where observed. This included filling 
:silences, acrivc listening and being more descriptive wirh bis trnublesbooling steps. 

Reviewed current availably rati11g of 99J7% with i\11 .. , he has done n great job being available to 
assisl customers <lt .hi~ scheduled times a.nd i~ cune.ntly c.xcei;:;Jing departmental goal. 

F.00104~0 
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M .. vR•I - .'\(tion PlLH1 Upcbtt 
4/3/ 14 
Prepnrecl by TSG Supervisor ]:!mt:; Stnrr 

On A..pril 3, 201.:.J. TSG Supen.·isor fames St<m met with ~1- \,,_..to o~view the one w~·1·;k 
period from 1Vbn:h 7.f' ·~April 31

d for his too.! us~ige, QoSD scores, and avaibbil.ity cornpli~:tnc~:. 
:Vi-.h<1d ihn~i;; rm:initors coinpktc:d during thi;; period. I·k scort:d a 7b on ik !';1 action pL1n 

. . "'"R I "')11·1 J ,, - I . ~rd , I . ~ . I l i· . I monitor. ic011 tic~·_ amJ (~)on 11.'i .J · act!On p ;.:n rnornwr \V1lK 1 rn.ct expectt:( ptrt0rm.:rnc1~ wH 1 <1n 
~tv·~rngt nf SO for the ·-.ved:. I\!...,. is ct.nrtnily tit an 8() a'1n<.ige overall since the SL1rt of 1h.is action 
pbn. 

On the 1'1 call l discu<;$ed with M- lhe need to confirm resolution on the call w prcvcm the 
cuswm~~r t'ro01 having :o cdl back._ ;\fi we.l.I, I discusst:::d wit.h Ml81ill utilizing 1.he au::ount informal ion 
for ques1ions that can be l\!1'.'i\Ven~d without lrnving. ll) ask 1he customer. r reviewed \.ViLh !vimll&that 
on lht' (all [})0 en:> tome r adv L.Scd U1\: y we re ;ti horne, he· d~¢:'110L have the cu:11·r.Hw::r go to the 
Oplirn.um.nel Sill: lU Ch<.rnge th1;~ temp jXlS;"i\.\"()1"(1 but did advi;)e ur the 6 lil)Uf time l.imir. r '1dvist.:cl 
~VDlllt ihal th!s may gtner;_\f,~ ;: c.~ll back if the CLL';tonH:r h•.15 .issut;;, liiter on. /\;; vvdL f'vl .. as.kt:.>d 
the cusLOrnef If the c11.bk box..,.,.,.(; ~n SA 01· ii S;tmsu.ng. TlK customer h:id l box which i:; LSk'd as ~in 

Si\. f <1clvis(:cl M,181Ja rhat he can check his tools tn lry <u1d find infonrn!tion withc1..H lv1ving l() ask t.hc:: 
Cl.!.~tUrntr. 

On 11:~~ :t~1 c~1ll .l di:-;<.:u~:~,,::c~ ·.~ .. Ht: :v!§lilll tfwl lK ,,,a:' polling thi~ ·,vrong mlJdt:rn, :J:; ').:elL n1:·ed:~ lD f\J(_'I_!'. 

on his :1cli'-c li.c:kl1i!lg '.!'."\Ve iLhi:; di~c:uss-~d tJfr; s1~v-::r<d tim,':~;. The cu:;tqm·~r menii:·)1kd :.l !"tw iinie~; 
th.Ji th·~ li.)p ··~light;; \\'<:-.:"1;: '.)U[id ;1.nd the !cl .l lighr ·1.•.:~1:1 .sn!id. This w<ts 1wt 11dd1·(~ss.:;:d ;,'.niJ I.hr: ,7u:~rnrnvc 

'_;,:a:~ ;;dv.i5cd \hi;: nv.i1:lcnl v,<:.s oliltnc. A::; \Vdl. T5GU1 indicu\:::d ilnl the n11xk:m w:.is uni in1~. 1\ T'.·C 
w;1s St.:lup for NBS!NDT. lri lhi<: casr~ diul lone nrny k1ve been re'iiOred tempora!iry and<! wi1·c:!inc: tc 
be si:;tup. 

On th,; y·il c;,I! I ;11_1\-is~:d i\'illlil thal he did a guod job lnndling tlK i:.:usturncrs concern ~rnd did whnt k 
\..:(.Hild 10 pn.:V(:l1( ;\ rl:p1.cul c.d!. I advi;;ed :Vllill lhnt lO c~xcccd the c.dl he can lry to build i.l rapport 
\Vith ir\\~ cus~1irn.·.~r r.hrough srnall 1d!\ 'xh.ik ru>olvi!1g 1.he is.~u1:-, <!S \Ve!! ih 1.1roviding cu:>F!nier 

1,~chlcltlion on whal ;::n LU :tll!1•.v\ rhcrn w do. 

M.a t:.:u.:~clccJ gonl for availability al tht end of March with !IJ0.05%·. I reminded iVIllllt that wt 
nre now in the 41

1i week of this c1ctton plan and there nre sijll snm12 concerns owr active liMcning. I 
advised !vl .... Lhat it i~s cril.ical tlrnt he ft.H.:uscs on thfs"fre,a for improvement. We will have our nt:x.l 
meeting on 4/ 10/J 4. 

FWG·l Q!.'l .. J? · 
JA0667
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3/'271.1 !.~ 
. i l~A 1---·),~;·-;~-·- ;-· • m "'"'"--·----·:----···· -·- ""' ·•·•·-···· :···-" ·---· -··-··-- •• , - '"··-1"···---- -·--·- ·--··-· r- '"" "'"- -- ··-·-··-·- ·-···-·-: 

: 4/3/ H l 2:8U~i" I !I )'"i !I I! l : 
I • I . ' 
r·-·-·-····-;;:G(~1:-: -·-···:· .. ··············----·-··-··1-··-:·-···········--··········--T·-·-.----~-----,, ........... -.. ··1······----·---·-·-·-----··---·-···-:·· .... ····~··-·.··~,-~--·-.:~~----1 . . .... ·· 
I ~ldO; 14 ~~:)()'h> I ;)lJ 1

:1 .! Is: .• //./'.'/ i'i' I~., 
) ·. I I ' ', I .. t j 
:·--·~1~:;·;~~:h··:E .. ;,·;~-;j--!-:.--~~-1:~·)·:····-~-----··········"'---·--~~---·-----·····1····~--·····-·--r~-:~~~j-,-·:-~~-;;-1 ~~1 

! ___ -··---------·--- .. _ _! __ ~~~-~:'. ... --.. ~·:.~_: __ ~----··-------··········· - ·'·.: .. : ... ._ .. ·-·-·-·-··-L...~~=:-~ ..... I ..... / __ : __ : ______ : ___ ~--; 

R00'10435 
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MW V ... - Act.ion Plan Update 
4/10/ 14 
Prepared by TSG Supervisor James St;;irr 

•' . \i \\ ... 

On April w. 1014, TSCl Supervi::ic;ir J1inL~S Starr r:nct with M- v-· to J"CVicw lhc om: wcitk 
period from .<\pril 3r•l - April 101

!
1 for his tool u:s~1.ge, QoSD score:-;. and <!v<.illability compfornce. 

M .. had t.hr(:e n10n!tor:~ completed during t.llis pe·riod. f-k scort~d an 85 on th¢ 1"1 a<.:tion plan 

monitor, 82 ~rn the 2nd, and 8::2 on his 31
J action plan rnonirnr which met txpectcd perfonm1ncc: witb an 

average of S3 for the '.Vcek. tv:lliB hll.s rnhv co;npletcd the acrion pbn \vilh nn overall avcn1g;2 of ~Ill 
~fill. 7~ 01.rer the p<1.1;t four weeks. l'vlSllal ~J.:__~Y.i;.!lb.us. rnc:t e:~pccJ,ali.ruJ.s.Jor his i'.vail:lbility ns of 3<; .l.. 

On the. 1 ;! C<lll l advis~d 1vrme that he did a good job n1cc1.ing rhe rnnc and h•id good i.ntcnKtion "vi th 
th~ cusror:r1er throughout the cal!. !\11118 followed prnper troubleshooting steps which resulted in u 
T/C bc.ing ..-~~t.up. The call was rnntrulle:J and silences \Vere tilled wirh generic information_ I l1dvised 
M_.. that siknu, ccni be filled w.ith tduc1tionn) information. or inforrnatton penine.nt to the 
customer:~ is~·.ut~s tn i:nlrnnce t.hc c1:stc•rnc r t: ;x-rit ric 1Jcc:. . . . T . 

( .) · -,nd J1 ·r · · l ~- 1~ l l · ' · · t · i· · l I . 11 tne.:.. ca , . <Hl'd:<ec 1~._, l 11\t \\.'.met exp1::Ct<1t:11_~~~:t0r 1nteracuon ·1ut 1.nlcrnc 1011 \.VJI \ ue 
cu'.)torn:~r wa'.i !·njnirnal. I aclvis,·d I'v1111!11 th~H the1e liver:: long s'dcntes the ~lffect(~d th.:; flow ol' the (:;ill. 
As we.JI.. 1 ¥.lvis::::d \ 11IJlll that ~Lltinu to th;; customer ··--.·,'i:: (1\\i1 th;~ nurnl·.1cr'·, with no infcirnMlion a.s w 
\vhi.t t!-nt r:r1e:.~n~~ c.1 t!:,,:::d uin Cus i•)J:. 1 !tmi:id,::J \111111 ihi.H v::~ h;• . .,-1~ discuss,~d this s,: v~T.l I ti rne:~, <1.lh! 
lfhlt bt~ (lt.;;:;d~; ro i:~r(:'. c.!C(\J' about [h~~ in.fo11;1~Hinn he di.;.1 :\'i:"fS (iJ i:ust~Jn11:·:.l·.:~- AL~c·r. i.n th!:~ case T ~.uJ:..:1s~·~1.! 
:v!IDIJI ihc•.t he u.~~.J j~lrgf'm, such as nil.\'..'\': tr:.m:::.fi::r which Cln ,·:1:-n c~\us1~ cnnfwsion. 

On Un 3''~ CJ[! J udvis1 .. :d .1:-,,!IQ th::'.t he met ·~xpcctatio11:; l·or inl:~r~iction:-o. but, could shc)l.:v ;:1 hightr 
sense or mgt:ncy in gpling the Clt:stotners ls:su~~ rtsnlv~~d- r rn:ie1,.•;ed \\ ilh Mmllthal lhert: \\\'.![('. long 
~;ilcn.ces to the point the ClL·;tomer sWtccl '"hdlu" to dH;'(J; i.f b~ \\\IS :)iill l1'1l'..'t"i;~ [ ad,,;ised ivllllll tho.t to 

:;:nhi~f\',~;:: t/1 1:: l,'.USlOilH:r i:XptriUICt silence Can be ustd W pn.i'i~de edt.iUdi\)fl O:' Other· p~:rti111~nr 
in fuuj"LlliO;l rcg~1 rd i.ng !lit~ Ls~~u<::. 

Ov¢r:dl Mll&A h:is met (:,2.L~.0~;:ii_:2D_for ~l~i .. '.0_Ll.1.' av~~iLlbili.Lµ1..ndjfo:tL)...\);~gc ro cornpk\('. this action 
pbn. ! rc::rninckcl lV!lla l!li.ll ll1L: goul i:; JH)\V for ccrnsi.'il~ncy in rhcsc •treas. l rcvkwtd with ivffl'li!I 
my concerns rcg,!n.ling his auivi: l.i~ttning and defining 1.ruubkshuotir1g, a~ both of these wer(~ repealed 
discussion~ over the course of' this ;ii:t)on pl•i.n. I advised;\'\ .. that l will continue lo work closely 
with him to ensure con'.-:lanl improvement and con:>istency with his qtwl.ity going forwMd. 

·.~,/·~.: 
-:"','""' ·,< 

ROO·J 043/.1. 
JA0669
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Date: 10(19/14 

To: 

Mk.Imel Nigro 

Re: Action Plan - Performance & A..t.tern.iancc 

Stnt.emmH of Con-cen1; 

On 9/10/14 we discussed the need for improvement in job knowledge and atten(fam.:e) which are 
extremely irnportaut to the customer, the operati(rn of the department, crnd the Company . 

.Perfi;mncmceb[ob Knowlt:f[ge 

January 2014 · Jtlllllitllfailed his Rnowlfdge Check, scond 80% 
.August 2014 PJllafailed his Knowledgi1 Check, scored 80% 
October 2014 • J .. /idled his Knowledge Ciuckj scored 50%, 

9/17/ 14 - 30 minutes latej!·om lunch 
9/21/14 • 28 mbrntes latafrom hmch 
9/24/.l4 - 8 minutes late from lanth 

,, 

Since then, vve: b.:ive o()t identified sufficient irnprovemenr in these a.reas. Therefore~ this Action Plan bas 
been preparnd tn assist you in meeting Lbe stm1darc.ls of your position. With your input, this plin1 wil1 
address the areas where we expect your performance to improve; the desired pe.donmrncc level; a:nd 
whal you should expect if the desired performance objectives are not mer. 

You will be given up to 30 days to impr~we your performance in these amis to the expected .levels 
outlined below. 

-----~--··----····"--·"·""'"'·'"·"" •-•~••·"'-'···•·•·-·-·-·····.,.,··-- --·--•-•~w"-

·"'~-A!.:~£ ojNecessaCTJ.!!!.R!.:9X~!!!..e..!1·_t ~- •Y ___________ _f.1!_1:formc.nce ObL1!£tJ.~:f;J!f ow to Correct 

Overall Technical/l'roduct Job 
Knowledge 

Weekly meetings to be held with your Supervisor to review use of 
department tools, systems and databases. Your Superviso.r win 

i monin~r you 3 tirnes wc.ekl~ to a~sess your und.erstanding, _ 
exec11Mn and conmrnrucac10n of overall techmcal and proauct 
knowledge. 

Weekly side by side sessions with your Supervisor to (1$Sess yol!r 
•ldoYll•lll-'•"•'""''"l'/\,.•,1,•1..10..1- ... ,M.,,....,.,,llH•~----- ••-1-•• -i~i-0•11,111~·-·-----

I 

R0010593 JA0671
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r····--""··········-·--···-····""······----

A.ttendance 

review of Field Com.ms and TSG Optimum Cornmtrnicaiion 
documents. 

Return from 30 .minute 1unch on lime) Supervi~l r~ 
Director/RT A daily to tmsure you are adhering to your <is.signed 

_____ ···'·· ~~:I1edule. ·~·--·--·-·-·~--·-·--·-·-·--·---·--··-----·- ·--···--·- -·-·-·-···-·--------···-·-·-··- --··········-··-·· 
f 
L-"'-""-"'"-" •·----.. ·-"'"'~'· "'"''' 

Supervisory Assisforat.:e: 

Dming this pi~riodj 
io- hviil meet with you on a weekly basis to assist you with tbe Action Plan outlined above. 
"' I also w:iJl make myself available to discuss \my other matters thnt migbt arise in the norm.al coumc (lf 

business. 

This Phw is designed to help improve your pe1forrnance in the above stated ai-eas within the next 30 days. If 
any of the above sihlations occur within this time period; iJ you are unab.le to improve nnd sustuin 
improvement in the designated ureos or if yon engage in <:iny conduct that violate•thc:·r;ompany's 
Valucs/p<>licies, (during thi:J period and thereafter), you will be subject to further conective ~"t:m$up to and 
including termination of ymn employment. 'iit'I.· ·~iP.i'.\ 

AdmowledgenlHlt: 

I have read, discussed and understand the contenls of the Action Plan. 1 understand that my further 
occunenc1;s of the above-referenced perfornHmce issues, ariy failures to improve in the designated areas, to 

sustain improved performance, O!' to comply with the Company's Value$ and policies may lead to further 
corrective action, up to and including separation of my employment. My foLlow up meeting is scheduled 
10/26/.14, 

Employee~s Signature:· Dote:_J{i J ;;J..,1}; 11._. 
( / r . ~ ,,.· .•. /7 

S ' ~--~~-efi---~{.'4._/ __ fY~ < /'i/:; , upeirv1sor; _ ____/'~-~~--------~~~ 

Date:_Lq_. 6/~y 

2 

JA0672
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From: 

Date:. 

Re: 

Michael Nigro/Anita Zummo 

4113115 

Final Wl"itlen Warni11~ 

';,-1At 
l...d· 

StMemcnt of concern: As discussed, you are being given a Filial Written Warning for failing to follow our CPNI 
process on 4/2/15 when speaking to customer Redacte account# Redacted You failed to verify the 
customerjs information, failed to confirm CPNI and gavo out informirtion regarding Optimum Voice phone numbers on 
the acco1int :md the timeframes in which they wen:: active. This woming is intended to address this concern and what 
you should expect if this does not improve. 

Backgl'Ouml: Actltm Piao - 10/21114 w Pcrfomrnnce, Knowkdgc Checlt Failures & Attendance 

I)rcvious communications witb the employee about this issue: 
• CBT itt Agility covering fevised CPM p1'1)ces.~ completed 1m .l 2131114. T/Je CPNJ security pt{Jcedu1'e is bt 

place to protect the customer and tlte priwu::y and imegdly of ihefr 01blevisiott (tceount and services. 

For each appropriate contact accos& available reforence material, the CPNI Security Matrix and Steps, through the KDB 
or TSG News to confirm tbe correct CPNI process to follow. It .is ex:p~cted that you conduct yourself in accordance with 
our company values. 

As outlined in the :Employee Handbook on page 38 Cablevision encourages all employees to practice good telephone 
manners. This includes answering ringing teleph•mes, speaking c~mrteously and hying your best to assist the internal or 
cxtornal caller with his or her needs. As a TSG Customer S"·rvice Represcnt.ttive you bavo an obligatfon to deliver an 
unparalleled service experience on every contact. Tho mnnner in which you handled this call severely hampered that 

Next steps: 
If you are unable to improve and sustain itupnwement in the designated areas) or you et1gage in any conduct that 
violates the company's policies during this period and thereafter, you will be subject to further corrective action up to 
and includiog termination of yowr employment. 

Employee Comments: 

cc: Personnel File/lluman Resources 

R0010592 JA0673
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From: 
To: 
Sent: 
Subject: 

Forgot to CC you. 

G i!bert Veg.a 
Francese~ Prochazka 
512112015 8:32:20 AM 
Fw: Met with Dorothea. 

Fr om : Gilb e rt v (~ g-a"-""" "''""" """'"M""·"··--····--------

S (?- n t: Thursday, May 21, 2015 8:31:29 AM 
To: Yvette Panno 
Cc: John Tueci; Milton Lopera 
Subject: Fw: Met with Dorothea. 

FYI. .. 

~· ;_:;r;;·:"·· .. v~TrnI'l~TMoh i P 
Sent: Thursday, May 21, 2015 2:01:17 AM 
To: Gilbetc Vega 
Subject: Met with Dorothea. 

Hi Gil, 

I met with Dorothea tonight. 

Dotothea mentioned to me that she is thin~ing about writing a follow up letter to Mr Dolan 
about certain iesues thQt she spoke about with Yvette Panno and some issues she forgol in her 
letter. Sh~ did not go into detail. 

She stated that she will most likely send it to Yvette and CC Mr Dolan. 

She 1<;t m~ know t'.l'lOit :sh~~ h~~d a V\·~r:y 9ood convei:sation h'ith Yve:tte but did not re·Jeal much else 
@Kcept that she told Yvett~ that ehe felt psychologically terrorized, 

She also mentioned that she complained to her about getting 2 flings of a wing while working 
during a PFV event . 

.. val. _ .. 0;r:c;o ., 
Ext1. 1-lo. ~~~ Aaeelved ~Rejected_ 

Caso No,;····~ ··~·-·~~,.lo"·=··-----­<:,'·-=.- c1 I._ 

Gf'lS!i'i NarnB:_,_._ .. _.,,_~: .. ,."'."'.:.":'7"--"··"".'-·,...·· ---.......,.,...,.,,...._ 

No. Pgs. --/--Dat~~.~):i;,,1:1c~""" 

JA0675
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From: Yvette Parmo 
To: 
Sent: 

Jo!1n Tucci: Francescs Prochazka 
5/15/2015 7:16:50 AM 

Subject: RE: Action Requ1~sted: TSR Johnny Williams: Substandard Performance/RI 

T'har1k:;; J.E,t 's a.lso discuss Dorothea. 

s~nt fcom my Verizon Wireless ~G LTE smartphone 

----- .. --.... ,.,., Origin.al mes~<:tge ·~· .. -- ...... ____ ..... 
From: John Tucci <JTUCCI@cablevision.c~n> 
f.i at•:~ : 0;:,;15/201 ~' 6 : .36 J-....W, ( GMT·· 0 8 : 0 0 ) 
To: Yvt·ltt:e" ?<on.no <YPANNO@c;abl <owi sion. corn>, Fi:·ances ca Pre, ch<; :du; <PPOCE.AZ K'1.F@cablevi. s ion. com> 
Sub;j e:c"C : l~~e: J~.ci::i. on P.~~quG :-n;:(!d: T SH Job1-.r.1y \'Ji l Li. "'ms : 5ub::">c c.r!da rd Pe :t: f(J l::n-.o;nce:d IU 

I will send as soon as I get in. 

Ftom: Yvetce Panno 
S ~~:: n t = 

1r b ux: .i:~ de. y, J'1 e. y 14 , 2 0 "l .S 6 : 4 G P1~ 
To: Francesca Ptochazka: John Tucei 
,'.::t..tb~)eGt: P.E ~ l~c-::..1.or! F:equ12:.f:Jt .. ed: rr-~'.~H J'(~hnn·._; 1:.J.i.J.li:&.r~~~:: i .:::ul:;s·::.ar~cL:~.rd P1=:.J::f.D1~rn.;:~.nc.e/E1 

John, 

'Thank::1, 

Redacted 

1"' '• 1•• 1 ~' 1•••••- 1-•'" •- 1-• '-•-• -·-·-•-• -·-·-·-·-·-·-·-·-·-·-·-•- •-• -• -·-·-·-·-·-·-·-·-·-·-·-·-·-·-•- •-•-• -·-·-·-·-·-·-·-•- •-• -• -•-• -r-·-~- •-•- "" 1- "'Tl I'""' II'~ i II'\ I"• W""ll'""•' I'll",,,_. .11,1-• '11.' •-''" .~ 1-·-·-•- •-•-•-•-•" •-• •• -·-·-·-·-·-·-·-·-·-·-·-·-- •-•-•- ,_ ,_ •-•-•-• ••-•-," ,_ • ••-•-• ( 
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From: 
To: 
CC: 
Sent: 
Subject: 

Milton Lopera 
C'Vonne Smith: Gina Spat1lding; Gilbert Vega 
John Tucci; Francesca Prochazka 
5/12/2015 10:52:34 AM 
Fwd: Overtime for Mayweather 5·2·15 

Gina/Gil·- Please re;;i.d Dl?'s email to C:'Vonne ••••• were you aware of the issues that she raises 
.t·egarding the "last event"'? 

C:'Vonne how did you respond to her? 

S~mt. from my iPad 

Begin forwarded message: 

E'rom: Yv(,t t~~ P<mno <YPAJmO@GE;;blevi.si on. corn<mail to: YPAl.J"NO@cablevis ion. com>> 
Date: May 11, 2015 at 5:13:15 PM EDT 
·ro: Mil ton Lopera <MLOPEPJl.@cabl evis ion. corn<roa j.l, to: MJ,(ll?ERA@cablevi sion, com>>, John Tucci 
<JTUC:CJ.@Ga,blevisi<m.com<rnailto:.JTUCCI@cablevision.com>> 
Subject: FW: Overtime for Mayweather: 5-2-15 

:f'yi 

From: Doro~hea Perry 
Sent: Monday, J!,p:dl 27, 201.t:i 12: 52 AM 
To: C'Vonne Sn~th 
Cc: Valrniki Mohip 
Subject: Re: Overtime for Maywea thGr .'.::1-2-1 ~' 

I understand food will be provided for the Super fight (event), which is an event that could 
genec~te 1 billion dollars. Can you please make sure Cablevision orders enough food so that 
managers ere not forced to offec people 2 wing flings. During the last event I w~s given 2 
winq flings and told "to com.:; back later, rnayb"' I could have rnore". It was insulting to be 
tr:eated like I was impoverished and begging. It was ;·lS Jf ~?OlneQne gave you 2 potato chips, o.t 
I should say a chip out of a bag'' If Cablevision can not afford to feeci the staff, they should 
not offer food ~t all. 

I'd t<'lthce.t bring my m'l"n br.own bag than be offered a wing fling. c;, 2--

Fr om :C1Von!1"e"""sffiit'E'""'""""""" "'"·"""'"'"""'"'"""'~" 
S Em t : F' r i day 1 April 1 7 , 2 0 15 12 : 3 4 PM 
'I'o: 1r$c-;rer".\.(~ho 

Cc: Brenda Kidd 
Subject: Overtime for Maywe:.ather 5-2-lS 

Team, 

lExh. No4~ecelved L'f!eJected-

Anyone scheduled off Saturday May 2nd that wishes to work a full 16 hrs (or any timoframe) may 
email Cent.raJ •r;i;:·atf.tc to ~dd th•.~ 1~w~.r.t:Lm~~ in EWFM. Thanks all fo.r your help ... 
'Regards, 
cs 

R0002306 
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From: 
TO! 

Sent: 
Subject: 
Attachments: 

FYI 

Yvette Panno 
John Tucci; Milton Lopera 
5/1212015 4:50:13 PM 
FW; Just spoke wit.h VaL.,,. 
image001.jpg 

fromr Fcancesca 2rochazka 
Se:nt: Tuesday, f.foy J.2, 2Ql5 -1: '.~9 PM 
To: Yv~tte F.\'!.n.n':' 
Subject: Just spoke v.;H:h Val_ .... 

Hi Yvet.t:r-~, 

I just Ce! l 1 c:d 'v"a.1 at he.roe, <!J1d ~~ p() ke: \•i"i. th l: ).~11 ;i:,'8SJil .1:d in9 Dor.·c,)tlHl: ;,:i _ 'ffo d.1 d $hii> U·~ th r<i.: l)c).rot::b <:~il 
doe;:. ofi.:e:n compL:tJ.n tbc:t sh:= .i.s goi.r!g t.o 1:e:acl1 cJut to Mr. Dolc.n, s1.) he to:~nd.~; ni;.i: to t.<!l·:e he1: 
too seriously. Val stated thac he never tella her not to write a letter, bu~ e~plain that if 
she has ~ concerns she Eho~ld feel free to escalate them to him or the TSG Management team. 
Val confirmed that Dorothea did mention yesterd~y that she ~nay" wtite enothax lscce~. I did 
share with Val that he should always bring issues like this up to myself or his Manager 
itn.\n1:;di,:-; bE;l J'. 

I a. 1.-~: t~. aii~ }~ r2·~.:l i;,..rh ~ r: i. -~~ ~~ Uf~ t~ D~::: ,l~·\1 t.h~,~1;,:i 1.A1 :.).$~ <-=on.c(.;._.r,'n (::.d ~,~b(:.U t; f b\r.·1d v.s. 1. st..:~, tee~ Ji;p .'.~ ~~ nd Gy~·1i;;.~,=::, i. ;~, ::; .i. ;,~rl on, 
Val sh2~~d that ~& has axplainQd N?S to Dorothea many times, but sh~ still jg ccnceE~~d. In 
add!tion, h~ e~cou=aged ter tc visi~ st~ne at one of his "Ask NPS" Sessions in the break room. 
Val ~lSQ s:eted that i~ regard to Gy~~eis, he hae go~e over with Doro~hea that there is log in 
·v~· .: .. ndc·t'2 M l-!t;·~ t~J .'~ l. J.. b,~1• ;:~ .l:' t .t \J~i, ~"l ~1 t.cr;. :i. rJ Lt r.~ t ~! ; 3 Ci~=-rn f t'.; :._... e pt·;. ~~k fur t.h~ r: . 

~rancesca Prochazka 
Manager, H~~a~ Re~ouices - Can:act Ce~ter TSG Jericho 
Cabl~vision Systems corporacjo~ i200 Jericho Quadrangle! 3rd Floor ! Je~icho, NY 11753 
Fbcz;E:: SH><'03--(>690 I C<::.ll#: 51(: .. 313 ... 75:,,::-.: F'ax: t:\J6-··f)03- o::~7U! }~rn.c:.U,: 

proch.El.zk.:\ f1~cab.'L ,,,v.i. s_i on. co::r,<mai l. to: prochc?.z }:a £@cab.I.e;v_ts.i.cn.ccm·", 

[Orange green Opt logo 20121 

ROODOIU~'. 
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From: 
To: 
Sent: 
Subject: 

Milton Lopera 
John Tucci 
6/8/2015 10;49:36 AM 
RE: Action Requeste(J: Dorothea .Perry Talking Points: Conflclentia! 

I've spoken to the lady for about 30 seconds in my career here. 

From: ,John Tucci 
SQmt:: MonJ,'.!y, June 08, 2015 10:44 AM 
To: Milton Lopera 
Subject; REz Action Requested: Dorothea Perry Talking Points: Confidential 

I spoke with Yvette and Francesca. A..riy is:n~ef> •d. (:h n112 being present? Diel you have any d~'i>.ll .. nsrs 
with her that you feel you would need to be present(Yvette asked me to ask you), I can 
certainly handle. 

from: Milton Lopera 
Sent: Monday, June 03 1 2015 9:40 AM 
To: John Tucci 
Subject: FW: Action !~eg\H.'!~itfi!d: f),1);othea Perry Talking Points: ConLich:.nt.i&l 

Did you get a chance to review and re$pond to this email? No~ sure if you replied directly co 
be i; or nc>t . 

From: Yvette Panno 
Sent: Friday, June 05 1 2015 6:00 PM 
To: Milton Lopera; John Tucci; Francesca Prochazka 
cc: Jeanette To~res; Rochelle Noel; Monte Jiran III 
Subject: Action Requested: Dorothea Parry Talking Pcin~s: Confidential 

r 1 ............. 1.& '"'"'"'"'"'II&' I.a.la.''"' r . .. ,.,,'",.,,Tl., I.,,..,"""" '"'"'1"1-• 'T1.-•-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-•-• -·-•"'•-•-•-• '"' .............. """""" ... ,., .1.,_1r.11& ... , "''"" ...... I IOI~ In I I& •a. i ~ 1 • .i.11 • 111.I "' 1111 1.11/J' rn ""•Tl/I'll 'II'" ..... , "'"Pl'!' rn •n' 11"'1' "'I'"'!'' 'T" ~I"•.-•-·-·~·-•-•-•-•-•-•••-•- •-•••••••••••••••••••••••""•••1 

~ ~ 
i I 

! t 
: i 
i ; 

; fExh_,.(~ .... ved_:('ojoctad_ ' 

' i 
i 
I 
i 
i 

I 
i 

i 
; 
I 

i 
I 
I 
i 
; 
i 

Redacted 

C N . ...,, .• ·--ase o ......... ,- d? ~ .. ·~ L .I 

C•eeName:- c;...~-- ~ 
No. Pgs:-j-oJ#~_.:.; Rep.. · ., 

i,,., ,., .. , ,,, ~ ,,, ,,,. ~ 11-.1-1 r"I.,. . .,.. ft .... -,-·-·-·.-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-·-· - ·-·- ·-·-·-· '"' ~' .. , ....... ·" .... ~ ...... ,_,_,,,I - ·- .......... ' .................. ~.,,I II·····~ I~' ........ ,~ Ill I 1 .. u1 .. '"'I~.,.,,., .. "' ...... ,.,.,,' ... .r•"' "Ir .... ",,., .. ,""'' ft' ... ,~·-· r"\1-.1 n•- · ~· -· -·-·-·-·- ... ...! 

Ronnn~41 
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From: 
To: 
Sent: 
Subject: 
Attachments; 

Hello Ms Prochazka, 

Samantha Capel 
Francesca Prochazka 
5/19/2015 1: 13:52 PM 
RE: Survoy Results Meetings· attendance 
image001.jpg 

After looking thcough the sign in sheets, I do not see her name. I know she works nights and 
we did cancel quite a few of them for t.he llprn time ftat!\€. He was only abh~ to complete 1 
night focus gcoup. 

Thanks, 
saw 

From: Francesca Prochazka 
Sent: Tuesday, May 19 1 2015 12:56 PM 
To: Samantha Capel 
Subject: Survey Results Meetings- attendance 

Hi Samantha, 

When you h,'1v!!, 2' moment, c:<~n you pleasE; conf:i.t[ll for: me ~c:l' Doi~othe,;1 P.;:~.t.r.'}' ;~t:t.t:nci<:d the: S1,1tvey 
Results Meetings that Milton conducted a few month b8ck? 

Francesca Prochazka 
Manager, Human Resources - Contact Cen~er TSG Jericho 
Cablevision systems Corporation 1200 Jericho QuadraDgl~I 3rd Floor I Jericho, NY 11753 
Phone: 516-803-0699 I cellU: 516-613-7555 I Fax: 510-603- 05701 EmRil: 
procha z ka f@eabJevis ion. com<ni<l Ll to: pro cha z lrn f[~c2it),le:vis.ion. com> 

[Orange green Opt logo 2012) 

Exr· 
f''..1.,1 

(;C{.p (}. 

&.~ece1vedµt'ieJected-
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SUPREME COURT OF THE STATE OF NEW YORK 
NEW YORK COUNTY~~ PART 57 

DOROTHEA PERRY and ROBERT GROSS, 

Plaintifl( s ), 

against 

NEW YORK LAW SCHOOL and 
COLLEGIS, INC., 

Defendant( s ), 

Index No.: 600064/03 

Jd.B.ClSION/ORD ER 

Present: HON. MARCY FRIEDMAN_ 
Justice, Supreme Court 

In this action, plaintiffs Dorothea Perry ("Perry") and Robert Gross ("Gross") sue to 

recover damages for alleged un!awfol employment termination, alleging that: t) defendants 

Collegisj fnc. rc\)Jiegis") and New York Law School ('·NYLS'))retaliated ugainstthem i.n 

violation of Section 8"107(7) of the Administrative Code of the City of New York ("New Y~1rk 

City Human Rights Law" or "HRL"); and 2) defend~1nt NY.LS tortiously interfered with the 

employment relationship between plalntiffS and Collegis. Defendant Collegis brings this pre· 

answer motion to dismiss, pursuant to CPLR 321 l(a)(7), for failure to state a cause of action. 

It is undisputed that plaintiffs were employed by defendant Collegis as technical support 

staff at NYLS until their termination in October 2002. The complaint alleges that on June 3, 

2002, in the course of backing up a NY.LS professor's computer, plaintiff Gross found chi Id 

pornography on the computer and reported it to plaintiff Perry. After observing the pornography, . 
Perry then reported It to the execut~ve director of Col!egls. The professor was. subsequently 

arrested on charges related to possession of pornography. The complaint further alleges that 

"[c]hitd pornography in the workplace is forbidden by the Human Rights Law" (Complaint, 1 

48)i and that plaintiffs were disciplined and terminated shortly after they reported finding child 

.¢."'(; s 
Exh. No:~ Received ~ejected-
Ca.se No.:--.,......-~~~----
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pornography on the profossor's computer. 

The New York City Human Rights Law prohibits discrimination in the "term$, conditions 

or privileges of employment" based on "the actual or perceived age, race, creed, color, national 

origin, gender, disabrlity, marital status, sexual orientation or alicnage or citizenship status of any 

person." (Adm in. Code§ 8-107[1][a].) The HRL also provides that "(i]t shall be an unlawful 

discriminatory practice for any person engaged in any activity to which this chapter applies to 

retaliate or discriminate in any manner against any person because such person has (i) opposed 

any practice forbidden under this chapter." (Adm in. Code § 8-107(7].) 

'~[T]he Federal civil rrghts statute proscribing retaliation ( 42 USC § 2000e-3 (a]) and 

Administrative Code§ 8~ 107 (7) are virtually identical, and we may accordrngly look to Federal 

casl;)S for a description of the elements of unlawful retaliation. Th~1s, to establish a prima facie 

case of retaliation a complainant must prove (l)participation in protected activity known to the 

aUeged retaliator, (2) an employment action disadvantaging the person engaged in the protected 

activity, and (3) a causal connection between the protected activity and the adverse employment 

action." (Matter of Pact ... U.ub::.....Y.liY:\': .CQIU!1Jl1 pn }Tuman Rights, 200 AD2d 173, 182~ I. 83 [1st 

Dept 19941,!:£..v~I on other grol!nds 85NY2d 125 [1995][citations omitted].)' '' ~[P]rotected 

activity' refers to acti\m taken to protest or oppose statutorily prohibited discrimination.;\ (Cruz v 

.c.w;i.Qb ~HQC!;S, Inc,, 202 F3d 560, 566 2d Cir 20001.) That is, ''plaintiff must set forth facts which 

would support a finding that he was retaliated against for complaining about a type of 

'In general, the standards for recovery in employment discrimination cases brought under the 
New Yorl( State and New York City Human Rights Laws are the same as those established for cases 
brotight pursuant to Title Vll of the federal statute. (Sec Mittl v New York State Div. of Human Rights, 
2003 NY LEXJS l313 [Ct App 20031; Ferrantev American Lung Assn., 90 NY2d 623 [19971; Landwehr 
v Grev Adv_ Inc., 21 l AD2d 583 [pi Dept 1995); Washiogtpn v National R~senger Com., 2003 US 
Dist LEXIS 9477 [SD NY 2003J[retaliation claim].) 

2 
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discrimination made unlawful by those statutes." (Silva v Advocacv Ctr., 2003 US App LEXIS 

6353 [2d Cir 20031. See Gald.i.cri:Li1u.brnsini v National Realt)f & Dey. CQrp,, 136 F3d 276,292 

[2d Cir 1998 l.) However, "if the conduct complained of by the plaintiff had nothing to do with 

l'OOe-; oofe.r, religion. se«;. gr n;U!goal Q.cigln, an action cannot be maintained under Titl.e VII" or 

the HRL. (Sgntucci v Venemauj 2002 US Dist LEXIS 19032 at *9 [SD NY 2002J[emphasis in 

original].) 

In their complaint, plaintiffs fail to allege discriminatory conduct necessary to support a 

claim under rhe HRL. Plaintiffs' allegation of ''child p~mwgraphy in the workplace" docs not 

allege discrimination made unlawfol by the .H.RL, and therefore is focia1ly insufficient to state a 

violation of the HRL. 

In opposition to the motion, plaintiffS submit affidavits in which thi.;Jy appear to make the 

claim, not pleaded in the complaint or 51.ipported by any new facts, that the pornography they 

encountered created a hostile work environment, and that they were retaliated against fi.1r 

complaining about this hostile work environment. On a motion to dismiss, the court may 

consider a plainfrffs opposing affidavits to amplify the pleadings. {Rovella v Orofino Realty 

.Q.g,,, 40 NY2d 63 3 ,63 5 [1976]; Eastern CQnsQI. Erop,, Inc. y Llli;.as, 285 AD2d 421,422 [F1 

Dept 200 I. I.) Here, however, even if all of the allegati<ms of the complaint are deemed true and 

are given every favorable inference, plaintiffs' affidavits are patently insufficient to support a 

cause of actlon for employment discrimination under the HRL. 

To prevail on a claim of a hostile work environment, a plaintiff must show that the 

"workplace is permeated with 'discriminatory intimidation, ridicule, and insult)j ***that is 

~sufficiently severe or pervasive to alter the conditions of the victim'semployment and create an 

abusive working environment'." (Harris v Forklift Sys.) Inc., 1510 US 17, 22 [1993](quoting 

3 
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Meritor Sav. Bank v Vlnson, 477 US 57, 67 [1986].) "[W]hether an environment is 'hosti.le' or 

'abusive' can be determined only by looking at al.I the circumstances. These may include the 

frequency of the discriminatory conduct; its severity; whether it is physically threatening or 

humiliating, ~1r a mete offensive utterance; and whether it unreasonably interferes with an 

employee's work pcrfonnance." (l:lrro:is, 510 US at 23.) 

Generally, to be actionable,"(t]he incidents [of harassment] must be repeated and 

continuous; isolated acts or occasional episode::; will not merit relief." (K~1tr;;bcr y Rosa and 

Sullly.11.n.Atmliance Ctr_, 957 F2d 59, 62 [2d Cir 1992 l. Only if the alleged conduct is 

"extraordinarily severe'; will a single incident of harassment create a hostile environment. (Sre 

.Qru:k {':t:mJlty School Dist. v Breeden, 532 US 268 [2001 ]; Ctuz, 202 F3d at 570; Iamka v: 

SeilerCoq2 .. 66 F3d 1295, 1305 [2d Cir l 995)[a single lncidt::nt of sexual assault can create a 

hostile work environment].) 

In this case, plaintiffs fall to allege the elements of a hostile work environment. 

Plaintiffs claim that they were exposed on one occasion to pornography which they found while 

working on a NYLS professor's computer. The pornography was nut openly displayed, or 

intended for them to see. Rather, it was apparently purposefully hidden in a file within a file on 

the professor's computer. Plaintiffs do not allege that this discovery by itself altered the 

conditions of their employment, or that it constituted sex-based discrimination against th~m. 

Moreover, plaintiffs do not allege that defendants knew about the computer pornography. Thw;j 

plaintiffs' allegation of a single instance of exposure to the computer-based pomography is 

[nsufftcient to state a prima facie claim of hostile work environment.2 

'In view of this finding, the court need not reach the issue of whether the conduct which created 
the hostile wo1k environment can be imputed to the employer. (See Kotch@r, 957 F2d at 63 .) 

4 
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Nor may plaintiffs avoid dismissal of their retaliation claim based on their allegation drnt 

they had a good faith belief that the conduct they protested - child pornography in the workplace 

-constituted unlawful discrimination under the HRL To make out a cl.aim for retaliation, a 

"plaintiff need not establish that the conduct he opposed was in fact a violation of [the HRL]. 

However, the plaintiff must demonstrate a 'good faith, reasonable belief that the underlying 

challenged actions c~f the employer violated the [anti-discrimination] law'." CM.an.cllanlru: 

Columbia Univ. Coll. of Physicians and Surg;eQn~, 842 F2d 590,593 [2d Cir 19881 . .S.9.~ 

McM!::.!lf.illY ... ~LGitY Q[J~fil!~.I:, 24 l. F3d 279 [2d Cir 20011; Quinn v Oreeu Jr~t.i Credi~. 

l59FJd 759 [2dCir l998L) 

I-fore, plaintiffs submit wholly conclw;ory affidavits asserting their "good faith belief that 

the child pornography I was subjected to at New York Law Schoof (''NYLS") constituted a 

v.iolation of the employment discrimination laws.;' (Perry Aff., 1[ 2; Gross Aff, rrr 2.) These 

affidavits are insufficient to support the claim that a "reasonable person" could have believed that 

the single incident at is~;ue violated the HRL. (Cf, Chlrk Cmmt; School Dist., 532 US at 271.) 

Plaintiffs do not allege that they complained that the profossor)s conduct violated the Human 

Rights Law. Moreover, while plaintiffs allege that they complained to their supervisor, the FBI 

and the District Attorney thar the professor's activities were criminal (Complaint, rll9[ 27, 35), they 

do not al.lege that they filed a complaint with the New York City Human Rights Commission or 

any other body charged with enforcing anti~discri.m.ination laws. (Compare Quinn, 159 F3d at 

769.) Plaintiffs also do not claim that defendants should have known about the pornography, 

condoned it or did not take prompt remedial action to remove it. In short, plaintiffs do not allege 

any of the kinds of acts that would supply an evidcntiary basis for their assertion that they 

believed they were opposing a discriminatory practice. (S!ile Crn, 202 F3d at 566.) 

5 

JA0690

Case 16-1186, Document 52, 06/10/2016, 1791177, Page152 of 262



Case 2:15-cv-07054-DRH-AKT   Document 8-10   Filed 12/14/15   Page 348 of 358 PageID #:
 1705

The court recognizes that plaintiffa suffered a considerable loss when they were 

terminated from their long-term employment with Collegis. That they were terminated shortly 

after they rcpo1icd finding child pornography, and despite unblemished employment records; 

raises a substantial question as to whether defendants were fired for reporting the professor's 

allegedly criminal activity. However laudable dcfondants' conduct may have been, reporting the 

criminal activity at issue is not a protected activity under the HRL. (See Nicastro v RulJ.Y_on, 60 F 

Supp 181, 185 [SD NY 1999][reporting a work rule violation is laudable but not protected 

activity under Title VII]; Santucci, 2002 US Dist LEXIS 19032 at *9 - l l. [whistleblowing is not 

protected activity under Title VII].) Plaintiffs' remedy, if any, thus docs not lie under that statute. 

Accordingly, the motion is granted to the extent that it is 

ORDERED that the first cause of action is dismissed in its entirety; and i.t is further 

ORDERED that the second cause of ~1ction is severed and shall continue. 

The parties are directed to appear for a preliminary conference in Pan 57 (Room 328, 80 

Centre Street) on December 4,2003, at l 1'.30 a.m. 

This constitutes the decision and order of the court 

Dated: New York; New York 
October 3 l, 2003 

6 
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Roll~tt If.. lklulcn 
Clrni1· 

STATE OF N'EW YORK 
\.VORKERS' COJlilT'ENSATJON BOARD 

PO BOX 5205 
BINGHA:tvlTON, NY I 3902-5205 

1~· 11w. 11'(!b . .r1a1e. it~·. us 

( 800) 877' 13 73 

State of New York - \Vorlu:~rs 1 Cnmpensation Boflr<l 

In regard to J)orotfwn Perry, WCB Case #G030 7290 

NOTICE OF DECISION 

At the Work~r:;' (\1mp•.ms:1lion hc;1ring held on 03/25/201 l i1wolving the cl:111n of Dorolhcn Pcl1"y ~t the BrGo!dyn 
hearing location, Judge Karen Kowo.rs!..')' ma.de the following dccifiion. findings ;:md dlre1~tions: 

DEClSlON: JJi~rnfmt'~~·!S~cklt.,l\'..~f~Js;r the yeor wm·k::d bd~1E~ .. ~b.~:; ~~?E~_i,:tl~~~S\~l.~~]ur1._':'.:~ 
. •i~·.t_,'ll.£;~9L.:Jisciiso i~.~-h?J~'..~D~ti~Q~-1~Xtd1Li;;_9)J@t@!J.LntD.P.t~~.:~~~.:.._. Tf lhe rn1Ticr/em pl oyc:r wi&hes to produce H 
co1i<;ultant'3 medict!l report (Lvlli) in 3ccordance with Wl)rkcrs' Comp1;Jnsation Law Section 137 lmd Board Rule 
100.?.. 011 t·he cummr medical issuc(s) of ;m causal relatiolJShip frlr the l~ft ;;houldcr as 11 separate site of injury, ii 
t\1 ~tst be produced before or at th~ next he:1rbg .. IJ S\!Ch rcp{11t is not prnduccd, a finding may be t';)ade thot the 
c~<mer h:is waived the oppo1tunity to r;ulmiit ~1 i;;,)1J!:ai!\,tnl'5 medical report. l find prim~ focic medical evidence fo1· 
the left $h(l\lkkr. I rind Goncurrcnl crnployrncni with t·hc Cily of New York. Composite iwcr~gc weekly wage is 
S l.6 l 9.(h IME is due within 45 J::iy~~. No turUwr ncrion i~ pbnned by the Board flt tht!.; tlrne. 

Cbirnanl - Dernlhca Peri-; 
So()ial Security N(l, -

WCH Ct1~:e No. • 0030 72.90 
.D;1tc of Accident -
Dis1ri~1t Office • 

05/03/2010 
NYC 

Employer· 
Ci1rricr" 
Camer 1D No." 

Coblevbim1 
l:•fow lfompshire lr1sunmcc Ca 
Wl54009 

Canicr Case No_ - 613949085•Wl 8 
Dnte '1t'°Filing of this Decision- 03t:!Ol2011 

ATF.NCION 

Pn~de llarnm 11 la oficinu. de l<11untll <lt= Comp~n~aclon Ol:ireta, e11 $\1 :lm1 con·espoodiefltc, cuyo ·11t1t11llr() <l~ ld.:fono ;1par~ce ;ii 

prit1cipio cl~ la pagimi ypida Jnfomiadon acei·c~ d~ ~u .r~cfamadon(ca~cl). 

!£ C-23 ( 4/98) 

l'lut COPY 
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Plea'.'Oe so:io oelow for Reoipienls 

Dormhe,1 Perry 
7 '-1 'fopscott Street 
Bror)klyn. NY 11212 

Scvcmncc, Burko & Sp:lltcr PC 
l\ikml:1gue Center 
l 89 Mont:;igue St., SuitG 90(l 
Brooklyn, NY 11201 

lCC-23 (4198) 
~'lLE COPY 

C:~blevbion 

Copies To: 
Cbimurw 
Cai't'iei·: 

Employer: 
Other: 

11 \ l Stcwa1t Ave 
B~thp~ig~. N-Y l l714 

ESIS, Inc. 
Uuffo!o Wol'kcrs' Comp Center 
300 Aid?orne Po.rkwny, Ste 200 
Buffak, NY 1422~ 

OVER 

DototheJ Peny 
New Hampshir~ In~m::111cc CJ 
Cablevision 
Chiirti5 C!:iims, Inc. 
Scver8ncc, Burke & Sp~ltcr PC 
ESIS, Inc. 

Ch\lrtis Ct~im~. fJN. 
PO Box 1830 
Alpharctl;i, GA 30023 
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Rot)1;>rt B. B-~lot~n 
Chair 

STATE OF NEW YORK 
\.VORF.ERS' COMPE'NSATION HOARD 

PO BOX 5205 
BINGHl\MTON, :NY 13902-5205 

1"1!1«. Wo'b.r(l•.~·o 1· 

(800) 877- 1373 

State of New Yol'k - Workers1 Comp~~nsnUon Board 

In regard t() Dorothea l1err')', WCB Case #G050 7290 

NOTICE OF DECISION 

Al lhc \Vorkcrs1 Compensation heari11g held 'm 04/04/20 l 2 involving ihe claim vf Dornlhca Perry at the Brooklyn 
hearing loc'1tion, Judg~ Eldnc Slogct mndc the followu;g decision, fo1dings :md directions; 

Tht: chiiTn,1rn h~·13 a l 8.75% :;chedule toss of ui.~e ()f the Right Arm. 'md 8.75%1 ~chedule lo$$ t)f u~;e ()f lhe Left A1m, 
alld 6.25% schedule las:> ofu..~e (lf (h~~ Lefi. I-hmd, and 0.00% sd~edule [()SS ot'u~~ oftht: Left 3rd Finger entitling 
daimant lO l 0 LOS wccb of benefit$. 

THE E/\.fPLOYER OR INSURANCE CARRIER IS DIRECTED TO PAY AWARD A.SFOLLOWS: 

for disJbil.ity ovei· :i penoJ of 
weeks frof'(I w the :min ,)f 

l 00 .6 5/3/20 I 0 4/ 5/20 l 2 

~1t n:lc 
p(tr week 

$600.00 $60,360.00 Perm~~wnt Partin! Dis:;ibi!ity 

TOTAL A WARD fS $60,630.00. 0~rmym eHL~ :1lreadv mllde. 
Payn:Hmt at the mtc of $GOO.OO per week woul.:1 l'.'.l.mtmuc r.'or 0.45 weeks until 4/ I 0120 ! 2. 

HES: 

A~ Hen ~)fl ~~1WYt\ :1ward p;iy;iblc by ~icp[lratc che~~k b>' ~~onier TO CLAJM:ANT S REPRESENTATIVE 
OR ATTORNEY: 

Sum of 
$9,000.00 

To 
Scvrnrnce, Bt~·ko, Spnlter 

DECISION: The parties have slipuh1ted (m the re~~<ml t~\ these findings. 

Pnnics have ugreed to waiye notice of hearing. All fuH1ingl; ~md mvm:ds are pursuant to the !~tlpubted (tgreemenl. 
reimburse employei· $99,:'iO for wage!; p~1it.l. 
110 further caus::llly relmed di.snbility lo cht: neck snd back. Nt) t\irther ac(ion h pla11J1td by the Board at this time. 

Claimant - ncrothe;;i Pl\tr)' 

Soci11l Security Ne." 
\VCB C;1si:: No. ·· G030 7290 
D::itc of Accident -
Distri1:.t Office · 

05!0312.0W 
NYC 

Employer -
Carrier· 
C:irdet ID Ni) .. , 

Cablevisi(:1n 
New Hampshire Insut·ance Co 
Wl54009 

Carri~r Case No. - 61394908540! g 
f)~l!~\ of Filing of thi5 Decision·· 04/0912012 

J\TENCION 

P\l~de lfamar ~ la olkma de h1 Jnnra de Compens;1~itm Obr~m, ~n sit 'tr~a corr~6pondi~nt~, i;uyo numero d~ t~ldbno apare•·-~ ~1 
principio de 111 p:1gim y rid~! informaci•m ~~~re~ d~ ~u rei:.larnac. ion(cn~o). 

U:C-23 ( 4/~8) 

FILE COPY 
Page l of l 
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Please ~ee below for Ret:ipit!m!s, 

Dorothea Pen-y 
74 Tapscott Street 
Bi-o~lklyn, NY 1l.21:2 

Scvcr~n;;:;c, Ihirko, Spalter 
& Mo.~one, PC 
'.vfontague Center 
189 Montague SL. Srnte 900 
Brno)dyn, NY 11201 

~:C-l.l (-1/98) 
FIU: COPY 

Coples To: 
Cbimant: 
Carder: 
Employer: 
Olher: 

(\1.b!cvb;icn 
11 l l Stcw::111 Mc 
Bethp;1gc, NY 11714 

ESIS, Inc. 
Buffolo Workers' Comp Center 
300 Airb\mV.l Parh.·way, Ste 200 
Bi;Jfolo, NY l •1225 

OVER 

Dcrothea Perry 
Now Hiimpshire lns~IJ:.'.lllC~; c,) 
Co.hie vision 
Charlis Cl:1ims, Im~. 
Sever:mco, Burko, Spalter 
ESlS, Jnc. 

Ch;:irti~; Claim~, 11\t;. 
PO Bo;.: \830 
Alph'1reHi1, GA 30023 
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Employee Gtaim Cm3 
!Jtafo of New Yark· Wor/mr$ 1 Compons<Jtron Board 

Fill out lhis form to apply for workers' cornpensaUon beneflls because or a wotk injury or work·rela!ed illness. Type or 
prinl neally. This form may ;;fso be fill1'td otJ! on·line <iLWWW$cl?~la1~,,o~ua. 

Wea Casn Number (If you know II): _____ , ___ . __ _ 
A. YOUR INFORMATION (Employee) 

1. Name: DOROTil EA rUkR. y 
~ "1•1 wll 

S. Mailing address: 74 TAPSCOTl' STREET BROOfq .. YN, NY !!_212 
A>i\ti1..0~f•t•1'0!1.;r ~1 

4. Social S€curity Number: 062 • 5S • 74::l6 5. Phone Number: (21.LJ J2S.3442 
~j]~ ""ra 

6. Gender: 0 Maki C8J Fem;;te 

7, Do you speak EngH5h? l8J Yes 0 No If no, wha! /sngu~ge do you speak? ______________ _ 

B. YOUR EMPLOYER(S] ,. 
1. Employerwh~n Injured: .,.CA-'"'.~-· L"""g_v_J.S~.1.0_. N ....... _ .. ·--------~--- 2. Phone Number: (2lL) J28·3412 

3. Yourwoi.~ address: 200 JERICHO QUADRANGLE, J~rielio, NY l l 753 
L\'.liC..-0.!SJI<{ .. --------CDJ=------~-------illi~li------~$~&----

4. Dala you wem hir.;d: 2-JJ.__J, 1004 5. Your supe1viso!'s narna;_C_ll_11r_la_s_w_r_.ig;;..h,_1 ___________ ~-

8_ Lisl names/Bddmses of any other employcr(s) ~t the lime ol yout fn/Ul)'fillnm; _, __ ~----------
NYC Dept of frlfomialion Tech t1nd Telecommunic~!fons 

7, Dfd you Jose llme rrom work a! !tie othllr amptoymenl(S) as a reS1Jll of your !njuryfiJlness? 0Yes @No 
c. YOUR JOB on the date of !he injury or illness 

1. Whet was your Job Ulla or descrlpllon? Tc~hntci•l Suppun Rep 2 
~~~~;..;......~....-.~~~~.~~~~~~~~~~~~~~~-

2. What !ypes of acUvilles did you normsl:y pcrrcrm al work? ___ ~~~~--~---

Prcividc 1ckphone suppor! t'br.-;;1151omcrs 

3. Was yourjob? (check onri) Q· Full lime @ Part Time Q SeasQMI Q Vot~nteer 0 Olhor. 

4, What was you1 gr•:iss pay {before lllXeSJ pllr pay period? -$~.Ni'.)· · . · 5. HOW ofhm waro you peid7 ~~~~kly f~~e!J'. 2 V.'ft 

6. Did you recer~'e lodging or tip$ i!I addll[o1110 your pay? 0 '(os 12! No u yes, d()SCrihe: ________ ~---

D. YOUR INJURY OR ILLNESS 
1. Dale oflnJuri•.or d!lle.of.onse!·o~il!ncss'. s ···- l~ __ ;:./!!l.!.!:~ 

3. Where did the injury/Illness happen? (e.g .• 1 M91n Slre~t, Potlrmvw~. a1 ihe ltonf door) 

200 J6R.ICH0 QUADRANGLE 

~- Wns lhls ~'Qllr usual work Joc.;lion7 12! Yes 0 N::i If i'lO, w!\y1wre you et !his loca.llOr!?· ________ ~-~-

S. What wer~ yolt dolng When you wern lnjtrtfJd or b<li:ame 111? io.g., tmloarliti9 a lru~k, typing n mport) ___ ~----~~ 

W11lking over lo 11 tccllr!rclan fur lnfomrnHon 

6. How did lh~ Jnjury/iJlnes~ happan? {e.g., l hipped ow:( a pipe ~nd fell on die floor) 

Ttippcd and foll 

7. Explain fully the nalure ol your lnjurynllims; lis1 body pai1s alr~cled (l'!.g., lvli5!ed Jell ankle aod cut io lo1ehesd): __ 

Nr:ck, 13:i~k, Botfi h~nds, Bulh $hotildc1s 

W.o (3·09) P<1g~ 1 oft. 
II l~WC!l>;~:;' CO~'tf.'$!\i'CH DOA,ll~ ~~1~ l<lr. ~ffiVf!i P,01'\~ 

\'f!!t!Ci~Mllir;J;S\\o!Jllll\ITCl~CJl~IW.001 WWIV,w~b.s/ato.ny.us '" 
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YOURNAME:EOROTHEA PERRY _ 
., P .. 1 /JT 

OATE OF INJURY/lLLNF.sS: £_)2-..._J 20!0. 

0, YOUR INJURY OR ILLNESS continued 
a. Was an ob)ecl {e.g., forkl!H, hammer, acid) lnvo1ved Jn tr.o inful)'fillnass? 0Ye~ tEJ No If yes, what? 

9. Was !ha Injury Iha resoll of the use or operation of a licensed motor v~hlcle? 0 Yes gj No 

If yes, O your vehicle O employe(s vehicle 0 o!her vehtcte Ucense plate number (if known):---~-.-~-

If yourvahlc!~ was rllvolvad, give name a~d address of your n1o!orv13hlcle insurance earner~-~-~----~-----

10. Have you gfv!ln your employer (or supervis,or) notice of lnfu1y(lllness? !8J Yes O No 

II yes, notice was given lo;~~- _ D orally !8' In wllUng Dato riolice given: 22._J___;J!l._ 

11. Did ~nyo.ie see youd11J1.uy Mppen? !8}Y~s D No O Unknown If yes, llsl r.ames: _________ ~----

E. RETURN TO WORK 
1. Did you stop work because of your Injury/illness? 0 Yes. on what dala-? ___J_J_ IZI No, skip to Seclion F, 

2. Have yCIU nHumed to work? O Yes O No rr yes, on what date? ~'----1-- D regular duty O r!miled duty 

3. Jf you have m1urned to work, who aro you woiting for now? 0 Sama emp1oyet O New employer O Self amployed 

4. What rs your gross pay (balore taxes) per pay period? How often are you pafd? ~~---~-

F, MEDICAL TREATMENT FOR THIS JNJURY OR ILLNESS 

1. Whafwas the dahi of your rirnt lrca!ment? .Q.L._1-----'J.Q.__ D Nono rcc~ived (s~lp lo quesUon F-5) 

2. Were you treated on site? 0 Yes @ No 

3. Whem did you receive your first off slle med!cal lrea!rnen I for your inju1ylil!ne,;s? 0 none reca[Vcd D Emergency Roam 

'8J Doctor's office 0 Cl!nlr./Hospil.;i11Urgcnl Cale 0 Hospital Slay over 24 hours 

Name and address where you w~re firsl lre1:ed: ____ -------------~-~-------
Dr. Spit;;, 81 Willoughby S1rccl, l3rooklyn, NY 11201 Phone Number. (ll!_) 237-5117 

4. Ato you slit/ being lrea!~d for I.his lnfury/il!nesii? !Rj Yos 0 No 

Give !hs narno and address of lho doctor{s) tipa!ing ycu for !his lnjurymlnoss: __ ~-------------------------

Dr. Spilz, 81 Wlf!oughby Slrcc1, .13rookly.n, NY 1120 I PhoM Number. U!.!Lj 23 7-51t7 

5. Do y1:1u remember having anolherinjury lo the samo body part or a slrri1lar Illness? (gJ Ye~ 0 No . 
If yes, were you traa!ed bY a d~ctor? !8J Yes QNo If yes, provide the names and addresses of the doctor(s) w~o lroalad 
you an.d COMPLETE ANO rfLE FORM c.J.~ TOGETHER wmrrrns FORM: 

Dr. Spllz _ 

Bl WiUou_g_hby $!rec!, Brooklyn, NY ( 12.0l 

6. Was lhe previous injurylillness worn rel(ltcd? 0 Ye~ 0 No 
I{ yes, were yo11 mrklog for !he serne employer Iha! you wor~ for now? O Yes O Mo 

I am horobll makt119 a cJa!m for b~n~fits und~r lhe \l'/aj11rs' Co111pons~tt;n-Law.'""1""'.1y""'s-ig-n""~1u""r;;,,e -alli-mi~s ~tll-at-111-e-fn-fo-rm_a_U_on_t_n_m_p_ro_vl-dl-ng'"'ls_l_ru_a 
~nr.I 3Qcur.ilo to lhEI' b~~t of my knawlcdg~ ~nd belld, 

Any porson wht:i !:m1wltigly <1t1d wl!h IN'l'ENT TO D!lfRA prosents, ~ausoi lo Ii~ pr~s~nlad, or pr~pmi; wlth lmowler.l~o or bolfo 1h~l ll 
wllt l!P rucnled 1 by~" iMurcrL ot • .~ur , ~i:y inlormallon ~Ql'lfolnln~ any FALSE MAiER1AL STATEMIHll or ca11c~~1~ any 
snalnrfa faci SH B 1.llf .. Ti I' A, l.'R E a •cltj~G\ rnb~!~11H~I rlttE:S ANO lMPR!SONMl:Nl. 

Employee's Slpnaum~:, __ t. · ' i H/~mc; DOROTi·lf.!A P13RRY Dale: ':::!:!) l D 
On t1eha1r ol EJJI~: , _ • Dale: __J....-..-J. __ 

!111 fndlvWual m~y 8lpri ~n b~Mll of ih ~mploJce onJy if h~ ~r $ha 1$ kfl• lhoriwJ to cg ~o ~nrf th~ amploy~~ I~ i m/11~r, mcnW/y fne~mMl~llt orlmt~PlC/ialrl. 

'l'"GeiiiiY.iti'iiiil'!ie$i.';;r·ni:;:~iioWle~iie;·i;·if;;;r;;;11cn iinci.beiiar·1i>·~n~a· ~ri-or·-a;;·'iriiiu~·;;;ii:O",;·@i;i;t~;;ii;i;.·u;;;·a;c;;o;s1iiii&is:·ili~i·!ii;;~,;rre9iiu~~·;··aii(i¢'ffierfaciiitii 
matters asserW! 11oove ~ave. evldehUmy supwrf. or ara li~o:r (~ haVl.l cvk!llt1(iary ~uppM ~n~r a ro~so"abla OP{lQr1unny for rurtMt invashgatims or dfaoovel}'. 

Signa1uro ol Allomcy/Rcptcs~nlali'/s {if llny): ---: ·-- Da1e: __.}____/_ 
PrintNarna~ Tille: _______________ ~-

!O No., if anr. R ·-~­
C•S,0 {3·09) Page 2 of 2 
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1H11111111mH111111111111HH1111 ESIS ~~::~:::~l~ 
·' 'B 0 ~ '!I ',c;. $ 9 6 ' 

. 11201 

NOTICE THAT PAYMENT OF COMPENSATION HAS BEEN STOPPED OR MODIFIED 
CHECl< rYr.t: 01' CASE.: @WQifKEll.!i!• CDMP~"iiisA'rici~t:"J (fWwN]j"i;Fn1ei;.EL~!;IJ'.~ Q vilbuijrEiffi l\M§\J~ANC~ WORJSBiiJ 

ANSWER ALL QUESTIONS i:uu. y "TYPEWRITER OR COMPUTER PREPARATION IS REQUIRED 

CAll~Evxsr.on SYSTEMS CORP., M.S CABLEVISION ~00 JERlC~O OUAORANG~e J~~l~~o. NY 11753 
-~------1~-"'------~-'""""'"·-~----------+~----.......,-~-----·-··"--------'"'--~~,__---1 

IMI llmnpuhir(! lrmJranca CoQ1parw e/ci !iSTS(T100026)" 300 Airborne Pk1,-y, $te 200 
ll. Cnril~r 

f"--~------'------·•·w-• •rn-"- Buffalo1 !f!' 14'~~$ --·----" 
' Ill VF aM VAW b~~1Qhl c:o~~G, tha !l~blB poll Ilea! aubdMgl{m (or uriiH!ili~1ed ilmbtsl~nce servlcb ~s daltMfl 111 See. ::io VAWEI~! Is deemed 10 b~ rh~ ·~MPlOnR." 

9. Cc<>~~"~~~r~1·;;:,;-~-· .110. 001~ llloo)lilit\' Bo~a,~_;'' Oo!e D;~~~U1_]l 1. lw~10~~ W~okly_W~~·I~.~· Do~d f-!rol ?~y~i!~.MolJo~ j13. O~t~ MQAI 1!01:e1i1,~~ym~nl M0lt1:d 

! 05/04/2010 l.!m..:~ 4lJl • 54 'l' Q<}/12/2012 '.· I 04/.];:,3£20~•••~"-'-·""'" 
14.0escrl!)1l~1\ !Dlagn~•i~I <ll lni1-11v 11lS'l' Nll:CK, SACK, B.T. Sll:OOJ:/DE:P., Lll:Il''l', ~'IRIST & :UF'l' ::IRD FHIGER T . 
I----"-.---~.-~------""""'==::=::::='.:::::==============:::::::;::;::~.~--~··="~-= .. ================================;;;--~"'~~~~;~~~ 

DEATH 
SENEFlTS I 

1---~---........,·••~"-••-"-•-~-L--.....-,.~--'·--•••mm•---,.-•""_" ____ __,,_.~,.._-----..........; 

~~mp Sm:n Death l'lanell! IV!';!ll ~~d VAWllk t-nlyl .................................. .,.~ . .;J.~;:;~~·:·--· ................. - ... :;=:-.:, ..... ···.,.··.·-·-1-~-----~----1 
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Coti;0 
HUMAN RESOURCES 

October 22, 2002 

Dorothea Peny 

Dear Dorothea: 

As was discussed with.yol.lr Y9Ul employment with.C~ will be teaninat;ed due to job performance 
effective October 22, 2002. · · 

As·a r4W1t, yoo- MC e:otitleQ to the folJoWing benefits: 

• A standard severance agreement has been enclosed for your review. You are being provided 7 days 
to c.oru1ider this agreementandru:e.enco~_to cousult.witb. femU-counsel prior to executing this 
agreement. The severance will be paid to you as soon as administrativ(l.ly possible following the date 
oftcnnination,. as.suniingr;Cceipt of your execaitcd.ag_rmneut and.expi~ of the.revocation period. 
Please return the signed, original agreement to. my ·attention. 

o Yoo.ue.entitk4 to. apply, fat nncmplo_y~atyOui. lpcal unemployment office. 

• Any accrued,. unused vacation will be paid out following the receipt of an approved final timesheet. 
Vacation accm.es at 1.25 day,$. pee month (full·time ace~). 

• You .have certain rights. t.o elect the continuation of insuraacc benefits by making timely notification 
and.pa~ A, COBRA package will. be.scut ta Y-9ut home. via.cc:ttified itiail which wil,l include 
more wofma.ti~ including the costs. Benefit coverage remains in tact throo~ January 3 l, 2003. 

• Your rights regarding the monies in your 40 l(k) account will also be forwarded to you in the paekage 
mentioned above. Yon may wish to seek the 9d,vice of a tu expert regarding the disposition of the 
~ds in your 401 (k) account. · 

The.Hmnan Rcs.omces. staff isa.w.ilable. to you.. fut aey ~ •.xqu may have throughout this 
transition. Should I be: of further assiBtanee to you. please let me know~ My direct numbef is (888) 472-

. 6553 x2240 or email at~~ . 

.Sincerely. 

Colle~. Inc. 

Maggie Peters 
Manager, Human Resources 

Enclosures 

Case No.:;;;....:' ~~__..~__,_7"-' 

Case Name:_.::.....~;;.-~~""*"-:: 

No.Pgs:--

·.-. 
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SUPREME COURT OF TI-IE STATE OF NEW YORK 
COUNTY OF NEW YORK 

___ -¥"_# __________ _ 

x 
DOR01HEA PERRY 

Plaintiffs, Index No. 03/118365 

-against-

~W YORK LAW SCHOOL and COLLEGIS, IN'C.1 

SUMMONS 
Defendants. 

---------- ....... -..-...+----~----_........:.._.. _ _.. __________________________________ ~----)( 

TO TIIE ABOVE NAMED DEFENDANTS: 

YOU ARE HEREBYSIBvIMONED to answer the Complaint.in this action and to 
serve a copy ofyour Answer, or, if the Complaint is not served with this Surrunons1 to 
serve a Notice of Appearance, on the Plaintiff's Attorney within 20 days after the 
service of this Summons, exclusive of the day of service, or withln 30 days after 
completion of service where service is made in any manner other than by personal 
delivery within the State. In case of your failure to appear qr answer, Judgment will be 
taken against you by default for the relief demanded in the Complaint. 

New York County is designated as the place of trial on the basis of the fact that 
defendant New York Law School resides within said County. 

Dated: New York, New York 
October 21, 2003 

Summons Filed: October 21, 2003 

uis Peclunan 
488 Madison Avenue 
New York, New York 10022 
(212) 583-9500 
Attorneys for Plaintiff 
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SUPREME COURT OF THE ST ATE OF NEW YORK 
COUNTY OF NEW YORK 

OOROIHEA PERRY 

Plaintiff, 

-against-

NEW YORK LAW SCHOOL and COLLEGIS, INC, 

Defendants. 
__ _........,_..,. __ ... __ : .... __ .... _l'l" __ ""_.. __ ""'-l"'-W*..,.-........ _..., ____ _... .. #/1..,.-.---.----.-.... -x 

Index No. 03/118365 

COMPLAINT 

Pl~intiff Dorothea Perry ("Perry'' or ''plaintiff"), by her attorneys, Berke-Weiss & 

Pechman LL:P, complaining of defendants New York Law School ("NYLS") and Collegis, 

Inc. ("Collegis'') alleges as follows: 

NATURE OF THE ACTION 

1. This action is brought to remedy discrimination on the basis of race, color 

and retaliation in the terms, conditions and privileges of employment under Title VU of 

the Civil Rights Ad of 1964, as amended1 §§ 2000e, et seq. ('1Title VU"), the New York 

Executive Law§ 290, et seq. ("Executive Law''), the New York City Human Rights Law, 

Administrative Coqe of the City of New York§§ 8-101, et seq. ("Human Rights Law"), 

and for unpaid overtime compensation under the Fair Labor Standards Act, 29 U.S.C.A. 

§ 216, et seq. (''FLSA'') and the New York State Labor Law. 

THE PARTIES 

Dorothea Perry 

2. Dorothea Perry resides at 74 Tapscott Street, Brooklyn, New York 11212. 

New York Law School 

3. NYLS, one of the oldest ini:lependent law schools in the United States, was 

founded in 1891. NYLS has approximately 1.400 students and over 400 employees. 

NYLS is located at 57 Worth Street, New York, New York 10013. 

[, 
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Coll~gis 

4. Collegis provides technology and management services to various 

colleges and universities, including NYLS. Collegis' headquarters is located at 2300 

Maitland Center Parkway, Suite 340, Maitland, Florida 32751. 

Joint Employer Status 

5. At all times material herein; defendant NYLS and defendant Collegis were 

individually, and jointly, Petty's employer within the meaning of Title VII, the Human 

Rights Law and the Executive Law. 

JURISDICTIONAL PREREQUISITES 

6. Plaintiff filed a timely charge of discrimination against defendants with the 

Equal Employment Opportunity Commission (the 1'EEOC11
) on or about August 5, 

2003, complaining of the acts of discrimination alleged herein. 

7. On or about August 13, 2003, the EEOC issued plaintiff a notice informing. 

her of her right to sue defendant in federal court. 

8. This action has been commenced within 90 days of receipt of the notice of 

Right to Sue. 

9. Plaintiff has complied fully with all prerequisites to jurisdiction· in this 

Court under Title VII. 

10. Prior to commencement of this action, plaintiff serve~ a copy.of this 

complaint upon the New York City Commission on Human Rights and the 

Corporation Counsel of tli.e City of New York in accordance with N.Y.C. Admin. Code 

§ 8~S02(c). 

2 
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FACTS 

Perry's Job Status 

11. Perry was employed by NYLS and Collegis as a Systems Analyst and PC 

Specialist supporting the personal computer user community at NYLS. 

12. At all· times material herein, Perry's work location was at NYLS, assisting 

NYLS employees and students with their computer related issues. Perry had a NYLS 

identification card, ate in the NYLS cafeteria, was honored for service at NYLS's Annual 

Staff Recognition Luncheon and parked free of charge in NYLS's parking lot. Perry was 

generally recognized as a NYLS employee albeit her paycheck was from Collegis. 

13. At all time material herein, Perry's employment was under the direction 

and control of NYLS, as well as Collegis. 

14. Perry was misclassified as "exempt" from the requirements of the Fair 

Labor Standards Act (i.e. not eligible to receive overtime pay) during her employment 

by defendants NYLS and Collegis. 

15. For the six years prior to the filing of this Complaint, Perry consistently 

worked in excess of 40 hours per week yet never received overtime pay of one and one 

half times her regular hourly rate as requited by the FLSA and New York State Labor 

Law. 

Perry's Work Performance 

16. Perry began work at NYLS in April of 1990 as a Coordinator of User 

Services. Her responsibilities included the support of all hardware, software and 

·.;;, ·communications needs for users at NYLS. Froi.n approx:imately 1990 to 1994, she 

provided these services exclusively to faculty members. 

3 
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17. In November of 1997, the computer support function at NYLS was 

. contracted out to Collegis, and Perry commenced employment for Collegis. 

18. Perry received an overall :rating of 11Excellene· for her annual Performance 

Review covering the period from November 1, 1997 to November 1, 1998. Abe Baggen 

("Baggen") 1 Executive Directorl concluded that: ''Dorothea has been a strong influence in 

·holding the user services department together during a. very difficult period which 

culminated in the termination of one employee and another leaving because of the 

hostile environment created by the person who was terminated." The Performance 

Review also had the following specific ratings: 

• ''Excellent" rating on Job Knowledge /Technical Expertise): 
'IDorothea has a very good knowledge of the NYLS Desktop 
Environment. Dorothea excels at getting work done within the 
Law School Culture. She consist~ntly chooses and prioriti.zes the 
tasks most important to the client anc~ her management." 

"Outstanding11 rating on Productivity: "Dorothea has consistently 
been the most/roductive employee in User Services. During a 
difficult perio of staff turnover, she carried most of the workload 
Qf the deparhnent. II 

• "Excellent'' rating on Customer Focus: 11Dorothea works well with 
the staff of the school. She checks back with customers to verify 
their satisfaction with her work" 

• ''Excellent'r rating on Communication: ''Dorothea is direct and 
forthright in her communications. She keeps customers and 
management informed. In team settings,. she is often the one who 
will bring up and face critical and difficult issues that are impeding 

" progress.· 

• "Excellent'' rating on Professional Qualities: "Dorothea is a seasoned 
professional. She recognizes when and where it is important to 
provide extra effort and is consisten~y willing to do so. She has the 
potential to grow into a technical managerial role." 

19. Perry received an overall rating of ''Excellentu on her armual Performance 

Review covering the period from November 1, 1998 to November 1, 1999. Executive 

4 
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Director Baggen's review concluded: "Dorothea has taken on the management and 

. oversight of the student help desk. She has become a reliable resource to the Executive 

Director, tal<lng on large projects with little or no ongoing supervision." The 

Performance Review also had the following specific ratings: 

• "Excellent" rating on Job Knowledge/Technical Expertise: 
"Dorothea knows the Windows/Office/Word Perfect Envirorunent 
very well. Sh~ has become one of our most consistent users of 
remote control using manage wise." 

• 
110utstanding/Excellent" rating on Productivity: "Dorothea has 
stayed late and come in on weekends on many occasions to 
complete· projects She has developed good working relationships 
with staff to make the most efficient use of time." 

"Outstanding1
' rating on Customer Focus: uDorothea has become 

our best example of personal customer service. She anticipates 
customers demands and acts to meet them before they become 
problems.'' 

• "Excellent'1 rating on Communication, commenting: 1'Dorothea 
consistently enters and documents her activities and project status 
to users of management." 

20. For the period of November 111999 to November l, 2000, Petty received 

an overall rating of ''Excellent" on her Annual Review. Margaret Perley (11Perley11
), 

Executive Director, who wrote the review, concluded that: '1Dorothea is a valued 

employee whose technical expertise is respected and appreciated. Her background 

knowled~ of New York Law School has been very helpful to me in resolving many 

problems here. '1 The Performance Review also had the following specific ratings: 

• -
10utstanding'1 rating on Job Knowledge/Technical Expertise: 
"Dorothea is an intelligent, resourceful employee whose technical 
knowledge covers many areas. She is a wonderful source for New 
York Law School.history as it pertairui 'to the Of~ce of Information 
Technology." 

5 
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• "Excellent'' rating on Productivity: "Dorothea performs well in 
solving problems of a technical nature and her highest productivity 
seems to be when she is under the ·pressure of a deadline.'' 

• "Excellent" rating on Customer Focus: 11Dorothea is responsive to. 
requests for service and devotes a great deal of her time in trying 
to satisfy customer demands. She is proactive in resolving 
problems that she senses are potentially explosive. 1

' 

"Fully Competent rating on Communication: '}Dorothea is well­
liked by her team mates. She frequently contributes ideas and 
information in staff planning sessions. She communicates well 
through e-mail." · 

• t'Fully Competent" rating on Professional Qualities: "Dorothea 
performs well :in planning and prioritizing her work lbad. She 
works well without supervision and is adaptable to most changes. 
She frequently contributes ideas and information in staff planning 
sessions. She communicates well through email/' 

·~,-,~· \· , .. : ,. · r , 

21. Perry :received an overall rating of 1'Excellent" for her annµal Performance 

Review covering t"tle period of November L 2000 through November 11 2001. 

Executive .Director Perley concluded that: "Dorothea is a valued employee who has a 

firm understanding of PC technology. She is well-liked by her colleagues and the 

dient.'t The Performance Review also had the following specific ratings: 

D uoutstanding'' rating on Job Knowledge/Technical Expertise: 
"Dorothea has a thorough understanding of the skills necessary· to 
perform as a PC technician .. She has, on more than one occasion, 
saved the day for the OIT department." 

"Excellenf' rating on Productivity: "Dorothea is an expert in her 
field in solving PC-related problems and is often required to work 
under pressure..'' 

• "Excellent" rating on Customer Focuses: "Dorothea gets along with 
most of the faculty and staff at NYLS." 

" ·"Fully Competent" rating on Communication: "Dorothea works. 
well with all of her colleagues.'' 

6 
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"Fully Competent'' rating on Professional Qualities: "Dorothea has 
excellent decision making skills and very successfully plans a:n.d 
prioritizes her work load." 

~" • . .;,.'"....- I I 

22. Perry consistently received merit-based pay raises and performance 

incentive plan bonuses during the course of her employment at NYLS. Perry's salary at 

the time of her termination had risen to $551094.00. Her last raise was 4%, effective 

November 1, 2001. 

The Racial Animus at New York Law School 

23. Perry was subjected to racially offensive comments and behavior by 

Executive Director Perley during her employment with NYLS. 

24. Perley displayed a picture of her Virginl.a home in her NYLS office which 

she referred to as her "plantation" that had "slave quarters." Perley told staff members 

that she wished to maintain the "slave quarters" as a museum. Perry was often 

ridiculed by other staff members because of this reference. 

25. Perley treated persons of color in a demeaning manner. Perley frequently 

referred to Perry as her "best girl." 

26. Perley also referred to other persons of color, including Alta Levat, Dean 

of Public Affairs, Valerie Plwnmer~ Career Service Assistant, and Professor Anthony 

Fletcher, in derogatory terms. 

Perry's P,rior Complaints of Ra<!e Discrimination 

27. In 1997, Peny filed a complaint of race discrimination against NYLS. 

28. Since filing her discrimination claim against NYLS, Perry has been openly 

recognized by NYL$ employees as the authority at NYLS on how to respond to race 

discrimination in the workplace at the Law School. Several NYLS employees sought 

.7 
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Perry's advice and guidance1 as an advisor for their race discrimination claims against 

NYLS. 

The Discovery of the Poroographic Images of Little Girls 

29. Professor Samuels was hired as a Professor at NYLS jn 1976. Professor 

Samuels taught Bankruptcy Law, Contracts and Copyright Law at NYLS. 

30. On June 2, 20021 Perry worked on Professor Samuels' NYLS computer 

after he reported problems with his office computer at NYLS. Professor Samuels 

reported to the Help Desk that he thought he had a virus. 

31. Professor Samuels was a well-liked instructor for 26 years at the School, 

and a nationally known expert on copyright law; and who in 2000 published "The 

lllustrated Story of Copyright.'' 

32. On June 3, 2002, Perry instructed her co-worker} Robert Gross (''Gross11
) 

to back up Professor Samuels' computer in preparation of giving him a new computer 

bec:au.se she feared his existing computer would experience a crash. In the course of 

doing the backup, Gross .found child pornography on Professor Samuels1 computer and 

reported it to Perry. 

33. On June 3, 2002, Perry observed the child pornography on Professor 

Samuel's NYLS computer. The pornography consisted of disgusting visual images of 

pre-teenage girls in sexually provocative positions. The images were ~erverse and 

degrading to women. 

34, The presence of the pornographic images in Perryrs workplace at NYLS 

created· a hostile work environment to which Perry had the right -".' and obligation -- to 

oppose. 

8 
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35. Upon finding the child pornography, Perry reported her discovery to 

Executive Director Perley. Executive Director Perley protested that the images ~ere 

not of children and that she didn't think it was an issue. Perry insisted} however} that 

the images were of ~li.ildren. 

36. Perley reported the child pornography to Fred DeJohn, Associate Dean of 

1- I 

Finance and Administration, who was responsible for the onsite supervision of Colleg.is. 

37. On June 7, 2002i at around 11:05 p.m., Perry emailed Perley the following 

message: 

With regards to the issue we've uncovered, I didn't realize 
just how serious this situation was. I thought it was rather 
disgusting and reported it to you based on my sense of right 
and wrong. My conscience. Of course now I've done 
further investigation. This 3s really hard to believe. That's all 
I can say. 

38. Later that same evenin& Perry emailed Perley the following message: 

I think for o_ur protection the information should be purged 
from our server. If you've burned a copy and submitted it 
to the lawyers, and that has in fact taken place, there is no 
need for us to store that information. We may somehow 
become guilty of doing exactly what we've reported. 
Possessing and distributing child porn. Come Monday, we 
should remove it. Please give me your opinion. 
Thank you. 

39. On or about June 13, 2002, Perley had a meeting with Gross and Peny 

regarding Professor Samuels. Perley told them that she had been in contact with the 

District Attorney and that he didn't think there was enough to prosecute Professor 

Samuels artd that the issue would probably be dropped. Perry complained to Perley 

that-the FBI should also have been contact~d. Perley asked Perry why she was so. 

upset. Perry replied that possession of child pornography was a crime and that 

Professor Samuels shouldn'tbe allowed to get away with this. 
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40. On June 17, 2002, -Perry made the following official report to Perley about 

the discovery of child pornography on Professor Samuel's computer: 

On Friday, May 31 at approximately 4:00 p.m., Professor 
Samuels placed a call into the help desk that he thought he 
had a virus. 

On Sunday, JU.ne 2, I worked on the usels machine from 
about 2:30 - 4:30. l uninstalled and reinstaUed Command 
Anti-Virus. Once I restarted his computer, his machine 
began operating very erratically. I experienced several 
memory dumps. The machine also reported an invalid 

-system disk. When I checked the CMOS, no hard drive was 
reported. I left the user a note that we would continue 
working on his machine on Monday. 

On Monday, June 31 I requested that Rob Gross attempt to 
install Windows XP over the Windows 2000. He too 
exper~enced the memory dumps. Rob created another 
partition on the failing hard drive and installed Windows XP 
onto that partition. During the course of installing the 
software he again began to experience memory.dumps. 
Rob reported the problem to me and I advised him to bring 
the machine in to be immediately backed up. The user had 
lost data in the past and I didn't want to risk him losing any 
data. 

During the course of backing up his data, Rob qiscovered 
files in the "My music" folder. It is customary for our staff to 
back up all user data, e.g. documents, music (mpg, wav, 
etc.), pictures Qpg, bmp). Rob looked further into the my 
music folder because another folder appeared imbedded in 
that folder, 11Nime", within that folder 11Nime2" In order to 
determine if these folders needed to be backed up Rob had 
to examine the contents of the folder. Upon his examination 
he observed what appeared to be child pornography. Rub 
requested that I take a look (lt it to be sure. From the 
appearance (face and body) of the young women, it 
certainly appeared without a doubt to be children. 

I told Rob to leave the computer, and report it to Margaret 
Rob requested that I make the report. 

When you returned from your meeting I requested that you 
take a visual inspection of the contents of the Nime2 folder 
because I believed it was child pornography. Although at 

10 
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first you doubted whether they- were children you informed 
us that you would report the information to Fred DeJohn. 

This concludes my report. 

The Reprimand of Petty After 
Her Report of Discovering Child Pornography 

4i, On June 201 20021 the New York City Police Department executed a 

warrant to search Professor Samuels' office computer. 

·1 • 
~-.J),...;l• 

c· ':1.. • 

42. On June 20, 2002, Perry received a "probation letter'' from Perley, the first 

disciplinary action she had ever received in her more than. twelve {12) years of work at 

NYLS. Perley placed Perry on "probation" for 60 days. The letter accused Perry of four 

problems (1) tardiness, (2) excessive personal phone usage, (3) having visitors at her 

office cubicle, and (4) dressing too provocatively. 

43. Vvhen Perry was placed on probation, Perley told Perry that she had 

spoken to other female employees on the staff about d~essing too provocatively! but 

Perley did not place any of the other employees on probation. 

44. At around the same time that Perry was receiving her probation letters, 

Associate Dean DeJohn escorted two men in to pick up Professor Samuels' computer. 

45. On June 201 20021 Perry wrote the following email to Maggie Peters 

("Peters"), Collegis1 Manager of Human Resources: 

Dear Maggie: 

I tried to get in touch with you to discuss some issues that I 
think Human Resources can help to resolve. My livelihood 
is being threatened and I need to know where I stand. 
Collegis has always been this phantom company and only 
because I've been to the corporate headquarters do I know 
the company exists. 

I've been so frightened to call for help. I feel so victimized 
and abused. I feel like a child feels when he's been abused 

11 
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by someone he/she trusts. Scared. Confused. Afraid to call 
for help. 

One co~worker made this com~ent today, "we all feel like 
committing suicide. 11 That may or may not be an 
exaggerated statement. · 

I will if you like fly to Florida to see you. 
Please let me know. 

46. Perry received a reply email from Peters stating that she was bu.sy and 

would call Peny later that same day but Peters never did bother to call Perry. 

47. On or about August 1, 2002, Perry went to the Federal Bureau of 

'' ' 

·Investigation ("FBr1
} at 26 Federal Plaza arid spoke with FBI Agent Allen Reichter. Perry 

told Reichter about what had been discovered and voiced her concern that no apparent 

action had been taken. Reichter directed Perry to the Manhattan District Attorney's 

office to see if a case was pending. That day, Perry went to the District Attorney's office 

on White Street and was told that: there was no record of a pending case against 

·Professor Samuels in the computer system. Perry went back to Reichter and said 

nothing was in the system at the DA1s office. At that.point, Reichter asked for 

statements from Perry and Gross which Perry then gave to him. Gross also provided a 

compact disc of the child pornography to Reichter that same day. 

48. On August 12, 2002, Perry's attorney sent a letter to Maggie Peters, 

complaining, inter alia, that Percy was being subjected to race discrimination. 

49. On August 14, 2002J Professor Samuels was arrested for possessing child 

pornography, based on images of naked girls ranging in age from three to thirteen 

which were found on his computer. Press reports of his arrest disclosed that thousands 

of images were found on Professor Samuels1 home computer upon the execution of a 

search warrant. 
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50. On August 15, 2002, NYLS Dean and President Richard A. Matasar issued 

the following public statement: 

I was saddened to learn this afternoon that our.colleague, 
Professor Edward Samuels, was arrested on charges relating 
to possession of child pornographic images. Consistent with 
our belief in the basic legal principle of the presumption of 
innocence to which all are entitled, and recognizing that the 
legal process musttake its course, the Law School has placed 
Professor Samuels on paid administrative leave so that he 
may attend to his deferi.se. He has secured counseL 

Our.hearts go out to Ed and his family as they face the 
difficult time ahead. We are hopeful about a speedy and just 
resolution of this matter. · 

51. On August 15,.2002, one day after his highly publicized arrest-~ which 

specifically-indicated that the tedmidans reported him-" Professor Samuels was invited 

to use Perley's office computer even though it was in the same area where Perry and 

Gross worked. 

52. On August 18, 2002, Perry emailed the following complaint to Perley 

about Professor Samuels' use of the office computer: 

Since I have your attention, you should know that we techs 
that reported Professor's Samuel's possession of child 
pornography .were very very afraid, confused, and nervous 
to have him sitting in your office for 3 hours on Friday. It 
was the most uncomfortable situation I have faced in a long 
time. Even if the Dean did say that Samuels should use your 
computer, we would have felt better if he had used someone 
else's machine. Professor Samuels has a lot to lose, his 
freedom; his livelihood, his family. Who can attest for the 
his mental state? Our security is the most lax anywhere. 
who can say that he doesn't have a ve!ldetta against the 
techs and won't come in and slay us? You could have given 
him a laptop and had him sit in the library with it. Or even 
in his own office. That was cruel. · 

53. On September 13, 2002, Perry received a letter from Dennis Moynihan 

("Moynihan''), Vice President of Collegis, extending her probation another 60 days. 
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With respect to the four performance issues which were raised on June 22, 2002, 

. Moynihan acknowledged that ''your compliance is acceptable." 

54. Despite Perry's ful1 compliance with the June 20probation1etter1 

~·" 01....J f • 

.F ,_, I 

Moynihan extenaed Perry's probation, alleging new perfm:mance problems. Although 

Moynihan was not witness to any of the alleged performance issues1 he accused Perry 

of (1) not complying with directives issued by Executive Director Perley, (2) not ''fully, 

accurately, and proactively" communicating with Executive Director Perley, and (3) 

being "combative." None of these accusations had any validity,. and, instead~ smacked 

of a supervisor looking for ways to nitpick and discredit an employee. 

55. On October 16, 2002, Professor Samuels had a hearing in Criminal Court, 

New York 

56. On October 22, 2002, Perry was terminated by Moynihan and Perley. 

Perry protested that she was a single mother with i'ln eight year old son, but her protest 

fell on deaf ears~ 

57. Robert Gross was also terminated on October 22, 2002. 

58. On October 23, 20021 Professor Michael Botein sent the following email to 

Executive Director Perley, regarding the firing of Peny: 

Dear Margaret, 

Congratulations on the upgrade. It is much appreciated. 
At the same time, I am somewhat flabbergasted to find out 
that you carmed Dorothea as of this morning, with no input­
-as far as I can tell, at least*-from staff or faculty. Moreover, I 
gather that this move had been planned for quite a while, 
sir).ce you had new people already on site. 

I have worked with Dorothea for many years, and--except 
when she was overwhelmed with other, institution-wide 
projects--fouttd her to be technically excellent and always 
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willing to help. I thus would have appreciafed some 
advance warning, let alone a reason for her firing. 

Moreover, I find it somewhat embarra,ssing that your 
evaluator of "consumer" concerns came by at 3 PM on 
Tuesday to ask me about my satisfaction with OITs service, 
and specifically as to which personnel had been most 
helpful·-and that I specifically identified Dorothea. Now I 
really feel like art idiot. Was this planned in advance? Were 
you tryirig to find justifications for canning people-and, if 
so, what did you do with the results of his survey? I don't 
see any good answers for any of these questions, and 
frankly feel totally used by the whole experience. 

If you·have a good reason for what appears to be rather 
bizarre behaviour, I and other staff and faculty would like to· 
hear it. If you don't have one-~or can't share it-I guess that's 
your probl_em. 

But you certainly haven't done Collegis much good in terms 
of the Law School community-·not just from my 
perspective, but from my colleagues'. 

Finally; I don't blame this on you. I have a distinct feeling 
that some kind of mandate was imposed upon you by 
either NYLS or, more likely, Collegis. I just can't 
understand any rationale for it. 

Good luck, 

MIKE 

-~1 " ·, .,,... l c 

I' ~ .t 

59. On November 3, 2002, Nadine Stro55en, NYLS Professor and President of 

the Amerkan Civil Liberties Union, wrote a reference letter for Perry which stated: 

I am writing to recommend Dorothea Perry-Coleman for a 
responsible position within your organization. I have known 
and worked with Dorothea for more than twelve years, 
during which she frequently provided valuable information, 
advice, and.assistance to myself and ma:ny members of my 
staff concerning our office technology equipment. (At any 
giv~n time, my office, located at New York Law School, is 
staffed by two full~time Assistants and about a dozen part­
time Research Assistants.) 
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In addition to assisting my office staff J!lembers and myself 
with multiple office. desktop computers, Dorothea regularly 
assisted me with my various laptop computers. Dorothea 
always showed an impressive degree of expertise about a 
wide range of issues concerning a di'verse array of 
technological equipmentr software, and programming. She 
not only responded promptly and·helpfully to requests for 
assistance and support; she also regularly took the initiative 
to give us pro-active advice or suggestions about how to 
improve our technological arrangements to facilitate our 
demanding workload. 

Dorothea is a hard~working self-starter who knows how to 
troubleshoot, diagnose, and fix problems quickly and 
effectively. No matter what the problem was, I could 
always count on Dorothea to address it constructively. In 
addition to her impressive technical and analytical skills -
and many y~ars of intense experience~~ Dorothea 
communicates and works with others very effectively. 

Perhaps most important, Dorothea has a refreshing ''can­
do'' attitude, and consummate professional dedication. I 
vividly recall, for example, one Friday evening when she 
postponed her own personal plans for the evening and 
weekend in order to solve a terrible "worm" problem that 
had infected my laptop. She literally dedicated her day-­
and much of her evening -- to redressing that problem, thus 
going far ''above and beyond the call of duty" in terms of 
the literal requirements her job [sic]. Dorothea fully realized 
how essential it is for me - with my nonstop travel schedule 
~~ to have a reliable, v:irus-free, user-friendly laptop. Indeed, 
even though I am far from a computer expert~ I have been 
able to access the Internet with ease from my laptop; from 
all over the world, thanks to the convenient dial-up systems 
that Dorothea took the initiative to set up for me. 

Beyond her extensjve professional qualifications, Dorothea 
has the most positive personal qualities. She is a friendly 
and considerate person, who has the ability to get _along 
extremely wi:!ll with colleagues. 

I will indeed miss Dorothea as both a person and a 
professional. Whoever has the opportunity to work with 
her in the future is, indeed, fortunate. 

I hope you have found this letter helpful. Should you seek 
any further infonnation, don't hesitate to contact me. I have 
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the highest opinion of Dorothea and am delighted to serve 
as an enthusiastic reference for her. 

60. On January 9, 2003, Perry and Gross, filed Complaint No. 03/600064 

against NYLS and Collegis in New York State Supreme Couit, New York County, 

alleging retaliation under the New York City Hu.man Rights Law and tortious 

interference with contract. 

61. On June 23, 2003, Professor Samuels was sentenced to six months in 

prison and ten years probation. 

FIRST CAUSE OF ACTION 
(Retaliation Under Title Vil of the 

Civil Rights Act of 1964- Unlawful Termination) 

C' l I \ 

62. Plaintiff i·epeats and realleges paragraphs 1through61 of this Complaint 

as if fully set forth herein. 

63. At all times material herein, defendants NYLS and Collegis were 

individually, and jointly, an '1 employer" within the meaning of Title VII. 

64. Under Title VII, it is unlawful for an employer to discriminate against any 

·ot its employees because the employee has opposed any practice made an unlawful 

employment practice _by Title VII _or because the employee. MS made a charge, testified, 

assisted or participated in any manner in an investigation, proceeding or hearing under 

Title VII. 
,, 

65. Defendants NYLS and Collegis discriminated against plaintiff .in violation 

of Title VU when it terminated her in retaliation for her complamts about race 

discrimination at NYLS and her complaints about the child pornography on Professor 

Samuels' NYLS computer which w:as degrading to women. 
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66. As a result of defendants' discriminatory_acts, plaintiff has suffered and 

will continue to suffer substantial losses1 including loss of past and future earnings and 

other employment benefits, and has suffered other monetary damages and 

compensatory damages for, inter alia, mental anguish, emotional distress, and 

humiliation. 

67, Defendants acted iritentionally and with malice and/ or reckless 

indifference to plaintiff's federally protected rights and are thereby liable to plaintiff for 

punitive damages under the Civil Ri_ghts Act.of 1991. 

SECOND CAUSE OF ACTION 
(Race Discrimination Under Title VII of the 

Civil Rights Act of 1964 - Unlawful Termination) 

68. Plaintiff repeats and realleges paragraphs 1 through 67 of this Complaint 

as if fully set forth herein. 

69. Defendants NYLS and Collegis discriminated against plaintiff in violation 

of Title VII when it terminated her because of her race. 

70. As a result of defendants' discriminatory acts, plaintiff has suffered and 

will continue to suffer substantial losses, including loss of past and future earnings and 

.other employment benefitsF and has suffered other monetary damages and 

compensatory damages for, inter alia, mental anguish, emotional distress, and 

humiliation. 

71. Defendants acted intentionally and with malice and/ or reckless 

indifference to plaintiffs federally protected rights and are thereby liable to plaintiff for 

puriitive damages under the Civil Rights Act of 1991. 
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THIRD CAUSE OF ACTION 
(Race Discrimination Under the New York City 
Human Rights Law - Unlawful Te:rmination) 

72. Plaintiff hereby realieges each allegation contained in paragraphs 1 

through 71 as if fully set forth herein. 

73. Defendant NYLS was Perry's ''employer1
' and a ''personn within the 

meaning of the New York City Human Rights Law. 

74. Defendant Collegis was Perry's "employer'' and a "person" within the 

meaning of the New York City Human Rights Law. 

75. Defendants NYLS and Collegis discriminated against Perry in violation of 

the New York City Human Rights Law by terminating her because of her race. 

76. As a result of defendants' discriminatory acts, plaintiff has suffered and 
' 

will continue to suffer substantial losse!') incurred in loss of past and future earnings and 

has suffered other monetary damages and compensatory damages for, inter alia, 

mental anguish, emotional distress, and hwniliation. 

77. Defendants acted intentionally and with malice and reckless indifference 

to plaintiff's rights under the New York Ci:ty Human Rights Law and are therefore 

liable to plaintiff for punitive damages under the New York City Human Rights Law. 

FOURTH CAUSE OF ACTION 
(Race and Color Discrimination Under the 
Executive Law -~ Unlawful Termination) 

78; Plaintiff repeats and realleges paragraphs 1 through 77 of this Complaint 

as if fully set forth herein. 

79. Defendant NYLS was Perry;s ''employer1
' and a ''person" and "agent" 

within the meaning of the Executive Law. 
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80. Defendant Collegis was Perry's "employer" and a ''personn and "agene' 

within the meaning of the Executive Law. 

81. Defendants NYLS and Collegis discriminated against Perry in violation of 

the Executive Law by terminating her employment because of her race and color. 

82. As a result of defendants1 discriminatory acts, plaintiff has suffered and 

will continue to suffer substantial losses incurred in loss of past and future earnings and 

has suffered other monetary damages and compensatory damages for, in.te.r alia1 

mental anguish, emotional distress, and humiliation. 

FIFTH CAUSE OF ACTION 
(Retaliation Under the Executiv:e Law - Unlawful Termination) 

83. Plaintiff repeats and realleges paragraphs 1through82 of this Complaint 

as if fully set forth herein. 

84. Section 296(7) of the Executive Law states as follows: 

It sh.all be an unlawful discriminatory practice for any person 
engaged in any activity to which this section applies to 
retaliate or discriminate against any person because he or 
she has opposed any practices forbidden under this article or 
because he or she has filed a complaint, testified or assisted 
iri any proceeding under this article. 

85. Defendants NYLS and Collegis discri.mir:iated against plaintiff in violation 

of Title VII by terminating Perry in retaliation for.her complaints about race 

discrimination at NYLS and her complaints about the child pornography on Professor 

Samuels1 NYLS cpmputer which were degrading to women. 

86. As a result of defendants~ discriminatory acts, plaintiff has suffered and 

will continue to suffer substantial losses incurred. in loss of past and future earnings and 

has suffered other monetary .damages and compensafory tjamages for, inter alia, 

mental anguish, emotional distress, and humiliation. 
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SIXTH CAUSE OF ACTION 
(Claim for Unpaid Overtime 

under the Fair Labor Standards Act) 

87. Plaintiff hereby repeats and realleges each allegation contained in 

paragraphs 1 through 89 above. 

•l J t 

88. Although Perry was required to consistently work more than forty hours 

per week, she was never given overtime compensation as required by the Fair Labor 

Standards Act ("FLSA"). 

89. Defendant Collegis violated the FLSA with kn<?wing and 

reckless disregard for the FLSA's requirements and is therefore liable to plaintiff for 

liquidated damages in an amount representing double the amount of overtime owed. 

SEVENTH CAUSE OF ACTION 
(Violation of Overtime Provisions 

of New York Labor Law) 

90. Plaintiff repeats and :realleges paragraphs 1 through 89 of this Complaint 

as if set forth herein. 

91. Defendant CoUegis has willfully failed to pay plaintiff overtime hourly 

wages of not less than one and one-half times her regular rate of pay for each hour 

worked in excess of 40 hours in a workweek 

92. Defendants' failure to pay plaintiff, and other employees similarly 

situated, overtime compensation of not less than one and one-half times the regular 

rate of pay for each hour worked in excess of 40 hours in a workweek violates 

Department of Labor regulations promulgated pursuant to New York Labor Law 

§652(2). See N.Y. COMP. CODES R. & REGS. Tit. 421 §142-3.2 (2001). 
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PRAYER FOR RELIEF 

WHEREFORE, plaintiff respectfully request that this Court .enter a judgment: 

(a) declaring that the acts and practices complained of herein·are in violation 

of Title VII, the Executive Law, and the Htiman Rights La'Y; 

(b) enjoining and permanently restraining these violations of Title VII, the 

-Executive Law, and the Human Rights Law; 

(c) directing such ~ffirmative action as is necessary to ensure that the.effects 

of these unlawful employment practices are eliminated and do not continue "to affect. 

plaintiff's employment opportunitiesi 

(d) directing defendants tO reinstate plaintiff in the position she would be in 

but for their discriminatory and unlawful acts, and to make plaintiff whole for all 

earnings she would have received but for defendai1ts1 discriminatory and unlawful 

treatment, including, but not limited to, wages, health insurance and other fringe 

benefits, bonuses, pension, and other lost employment benefits; 

(e) directing defendants to pay plaintiff compensatory damages for, inter alia, 

mental anguish, emotional distress and humiliation; 

(f) directing defendants to pay plaintiff punitive damages for their intentional 

disregard of and reckless indifference to plaintiff's rights; 

(g) directing defendant Collegis to pay plaintiff liquidated damages for its 

failure to pay her overtime; 

(~) awarding plaintiff the costs of this action together with reasonable 

attorneys' fees; and 
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(i) awarding such other and further relief as this Court deems just and 

. equitable. 

Dated: New York, New York 
October 21, 2003 

By: 

23 

ouis Pechman 
488 Madison Avenue 
New York, New York 10022 
(212) 583~9500 
Attorneys for Plaintiffs 

LLP 
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INTERNAL U! 

DATE 

LOCATION ~v'- APPLICATION FOR EMPLOYMENT I 
(;1 

1 l;:zn/o'i I JOB REQUESTED_ 
,. I RESUME ATTACHED_ 

Cabe son 1s an Equal Opportunily Emfloyar. All applicants win receive -·-"····-·--
consideraUon in occorclance with federa . sta!e and local law. In order to e:xpedite our review and consideratl 
please complete thii> Application as accurately as possible. Incomplete Applications will not be considered. · 
endeavor to make reasonable accl'.lmmodations to enable tndiViduels w1!h dlsabililies lo complete this Applic; 
the applicaril screening process, and !o perform the ess1m!ial functions or a job. !f you need assistance in cc 
{
'arliclpaling in the interview or hiring process, please let us know. H you believe your equal rights have beer 
he appropnale rederal, stale, or local agencies. 

PERSONAL INFORMATION 

~N""-A_,M._,E_:--~~t~_..·~~ ... ~ .. -· .. =m~ow·~=---·--~F~\-;s-1-·=w-.. •=·=~"=·==·-= .. -=-=--=-=·-·~ .. =·· ......... ~~====~_..--.w~s~·o~c-Ta_l"_s~·~~c~·u~~~ly~·N~ .. _u_m_b_e_r~ 

Ye rr-- Lbr-
Curren( Nu er & Street 
Address: 4 I} .Seo 
Previous Number & Stree 
Addl'ess: 

Horne Telephone Number Busiriess Telephone Nurnber 

t1'() 17 \ 13'-\5 (911 3283i-Ll-2.. 
Are you currently legally authorized to work in the United States 
and ~ccepl this employment if it is offered by lhe Company? 

Zip Code 
II J_ \ ;t. 

Number of years: "-;j-
Zip Code 

Number otyears: 
Pager/Cell Phone/Other E-mail address 

( 9111 32.8?Jtt4 l Pcq~&:f'6Ch1.~e 
Yes __ No~--

If you are hired, you must provide evidence of such aut11orlzation in accordance with the Immigration Reform and Control 
Actof1986. ~ 

Have you reached the legal minimum working age? Yes~-- No __ _ 
Proof requlred upon hiring. 

t;a~~ y~~v;r 
0

b~encon~1ci;d of ajim"e ~~·1-h~n"~ ·;;i;,~'~'iraffic infraction? WOFM"---=--' 

Yes__ No Record __ ./~- If YES, please give details and dales of convictions including 
County in which convicted. 

____________ , __ _.._,,,_,,._.., ............. _ ..... ft. ____ _ 

A conviction in and of itself will not necessarily disqualify you from being considered for employment. Factors such as the 
numbet, nalute and time of tMe offenses, the extent to which they relate to your suita·bility for employment in !he position 
for which you are applying and any subsequent rehabilitation will be taken into consideration. 

Please indicate belOw which workdays/hours you would lilo;e \o be considered for. Please do not indicate the need for any absences 
due to religious practices during lhe se;icled work schedules. We will address such availability after a conditional offer is made_ 

Day ___ Evening_:/_ Midnight ~ 

M·F only _____ Flexlble_ ../ f\/\ .Ji W, .S {£.1,.1.,rre n-\-£hed~ \e.) 
FT only~- PT only 7PT or FT~- NYJCOLOIF'l.JGAll.Nf'!'ltCHNAl'rX 

JA0730

Case 16-1186, Document 52, 06/10/2016, 1791177, Page192 of 262



Case 2:15-cv-07054-DRH-AKT   Document 8-11   Filed 12/14/15   Page 30 of 426 PageID #:
 1745

H'?w wefe.you (eferred to the Company or its affiliates? 

0 Employment Advertisement (Please Name P~ation) ra Empioyment Agency (Please Name Agency) .... ~~rf2~~..;;e':...-.... C:;:O~-O--'----:~-~---_-_-_-_·~~~~~--------~~ 
0 Company Employee Referral (Please Name Employee) ___ ~-~--"----· 
0 Other (Please Specify)_~--

Have you ever previous~ applied for employment with the Company or its affiliates? 

Yes____ No V If yes, date{s) __ ~---------~~---~~---
Location----"··---~-~-- Position: ___ ~-~~-· 

Have you ever been employed by the Company or its affiliates? 

Yes_~ No J tf yes, date(s). ___________ ~---------

Location----~-----------~~--------..;,._---------~~ 

Have you ever worked for a contractor or vendor thal has done business wi!h the Company or its affiliates? 

Yes j No If yes, date(s) and name ~ ~ 
Loe••"" Wood.~'! Bcaoc hosmon~bo;:.; =O()f-A A::~~f 2 
Are you acquainted wiih or~lated to any employee of the Company or l\s affiliates? 

Yes~ No V If yes, please identify person and relationship --------~~-~---~ 

EDUCATION AND TRAINING (When applicable to job applying for only) 

SCHOOL NAME CITY & STATE DEGREE/DIPLOMA/GED* 
RECEIVED IF' ANY) 

Other Job Related Training Completed: ~~------~-~---~--~----------

Activities. Honors. Offices held that are job related: (You need not identify any religious affiliation or other infOrmation 
which might indicate Information about race, religion, religious creed, color, age, sexual orientation or preference, national 
origin. marital status. gender, ancestry, disability or handicap, veter.an status or any other classification protected by 
federal, state or local law). 

Indicate state granting GED. 
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List all employment for the past seven years and expfain any gaps in such employment. You may include any verifiable 
work performed on a volunteer basis. You rnay exclude affiliations or volunteer work Which might indicate race, religion, 
religious creed, color, age, sexual orientation or preference, national origin. marital status, gender. anc:eslry, disability or 
handicap, veteran status or any other classiflcalion protected by federal, state, or local la/dditiona! forms available. 

May we tontact your present employet at this time? Yes~ No __ 

1 . EMPLOYER: Address 
Number/Street 

~r: .' yJ 

City/State/Zip Code 

kl.cdbu~ 

Job Title 

3. EMPLOYER: 
Business Name 

Phone No. 

Job Title 

U.S. MlLITA~V SERVICE 
Branch 

Supervisor 

DQ\e_ Ru.s~e. \ 
::.s- u. \ \ '::i £.. t\-Cl 0 

Address 
Nu111ber/Stree1 

Supervisor 

Reason(s) ror Leaving 

Military Specialty 

Special Training/Service School attended, if job related: 

Dateso1 L~ 
From:~ 

T~ 

City/State/Zip Code 

·oates j 
From;_~ 

To:+ 

Highest Rank 

=:: := ;:-

Are you prohibited from or limited in your performance of _any job duties for our Company by /contract or arrangement of 
any kind that you ha\le signed? Yes __ No~ 

(If yes, please provide a copy of the agreement to us to evaluate). 

You are required to ablde by all lawfUI, enforceable provisions of any contract you entered. 
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Please read the foilowlng statements carefully and sign the acknowledgment below. 

1. 1 certify that answers given herein are true and complete to the best of my knowledge. 

2. I under.stand that any false or misleading information given by me or any material omissions rnade by rne, in my 
Application, during interview(s), or in the Company's pre-employment screening process, may result in my not being 
hired o~ later discharged. 

3. I authorize tile Company or its agents to conduct such investigation of the information I have provided 
ln ·this Applicatiori or any other information it deems necessary for determining ·my eligibility for employment 
with the Company including information about my character. background, c(editworthiness. general reputation, 
personal characterist'1cs. or mode of Hving. l agree to indemnify and hold the Company harmless against any 
liability which may result from making such investigation. 

4. I understand that this Application is not a contract of employmgnt nor is it intended to be a contract of 
employment. I understand that if I arn offered employment arid I accept, l will be an "employee-at-will.'' 
having no specified term, and whose employment may be terminated at any time with or without notice, cause. or 
liability. I also understand that this aspect of rny employment rnay not change absent an individual written agreement 
signed by both me and a Company officer, director or authorized designee. 

5. l understand that, if hired, I am required to abide by all rules and regulations of the Company and that I 
will be resppnsible for the care and return of any equipment or other Company~owned property issued to 
me during my employment. I also understand that the Company and its benefit plan administrators retain the 
maximum discretion permitted by law to interpret. administer, change, alter, amend, supplement, or discontinue any 
policy. procedure, or benefit. 

6. I will be able, if hired, to certify that lam authorized to work in the United States of America and 
understand that in accordance with the lmrnigrabon Reform and Control Act of 1986. I will be required to 
provide timely documentation of identity and employment el'igibility. 

7. I understand that the Company desires to provide a "substance abuse free" work.place. l understand that as an 
applicant I am subject to the Company's pre-employment substance abuse policy and that if hired I will be subject to 
additional Company policies regarding substance abuse. Furthermore. I understand that as a condition of 
employment. l wiU be req~1lred to present myself at a time and place directed by the Company for a pre-employment 
drug test to determine my illegal or unauthorized use of drugs. I acknowledge that if I refuse to submit to such a test or 
test positive, I will ineligible for further cons· ration ! loyment with the Company. in accordance with 
the Company's e"empl ment drug testing poli 

Applicant's 

Signature --A....-...... ~-""''/-~~~""'t-~"""-+-+--¥-~=-.:i-:;...-....... 'f---Date_--''---''---~~-----

The Company is committed to a poli of ondiscrimination in its empl ment and personnel practices. 
Applie3nts are considered for all employment without regard to race, color. religious creed, religion, citizenship, 
sex, national origin, ancestry, genetic predisposition or carrier status (le: sickle cell trait, Cooley's anemia or Tay"Sac;:hs 
disease or atypical hereditary cellular or blood trait), age, marital, familial, or veteran stcitus, liability for service in the 
armed forces, learning disability. affectional or sexual orientation or preference, past or present history of physical or 
menlal disability {including mental retardation) or any other characteristic protected by f~deral, state or local law. 

Thank you for taking the time to complete our Employment Application. 

This Employment Application will only be valid for 90 days from the date of the Apr,.lication. If you wish 10 
be considered for employment subsequent to that date, a new Application must be completed. 
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Date: 

Name: 

Hire Date: 

Length in Current Position: 

Job Tit.le/Grade: 

Prior Cor!'ective Actions: 

Schedule: 

CORRF,CTI Vt: ACTION 
Counseling Discussion ·Attendance 

l 0116/08 

Dorothea Perry 

07119104 

I year, 3 months 

Technical Support Rep. H/Grade 14 

06118/07 - Verbal Warning~ Attendanc.e 
09/ 19/07 ~ Counseling Discussion • QoSD 
09125107 - Written Warning " Attendance 

Monday, 6:30 p.m, 10:00 p-m., Tuesday· Wednesday, 8:00 p.rn. 
12:00 a.m.) Sacurday, 5:30 p.m. 12:00 a_m_ 

~--~' ----~---~-·-~---· ·-~--
DI SC·!J~!!l'fo n: 
On 10/16108 I had a conversation with Dorothea regarding her attendance, specifically her inability to 
arrive to work on~time_ Since January 15

\ Dorothea has been late for her shift on 56 occasions totaling 
201 minutes. · 

I explained that Cablevision's values anticipate their comrnitrnent to providing outstanding service to 
our customers. Dorothea is aware that attendance is vital to the operation of the Call Center and that 
her presence here at the start of her shift js required_ I advised Dorothea that if he is absent, late or 
leaves early again he is subject to further disciplinary .action up t.o and inchldlng termination. 

Z <'_ 0 #~~--~.lo J:Ja 
Supe~ Date 
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N11me: Dorothea Perry 

Hire Date: 02/01/04 

Prior Corrective Ac1ions; 06/J 8/07 - Verbal Warning - Attendance 
09119107 - Counseling Discussion QoSD 
09/25107 - Wri11cn Warning - Attendance 
l 0/01/08 "Counseling Disc1.1S$ion • Attendance 

Previous Performance Evaiuations: 07/0l/08 - 3.Sj Achieved Expected Performance. Needs 
improvement in TAHT, QoSD and Knowledge Check. 

CaseName:.~..;;...~nr~~i.!.:::'--.....,.,.--
No.Pgs: __ _ 
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rcrfonn.!incc hnprO ... '('.mcnt Plan 

02/23/09 

N<lm~: Dorothea Perry 

Hire Date: 02/0! /04 

Job Tille/Grade: Technical SoppOr1 Re.p. ll/Grade 14 

From; Eric Schilling 

----~~---·---·•-, .......... ,, __ .,......., ....... __ ,_ ... ,y ••"'TIN~-- ... ,,,..._,. __ ... __ .,...,_.. ..... -----·---• 

The: following Performance Improvement Pl<tn has been prepared to assisl you in meeting the standards 
of your position. You are cunenr.ly not meeting the company st~ndards for TAl-lT and QoSD. You 
wi II be given up to 60 days to improve your performance. 

Dming rhis period, your supervisor will meet with you on a bi.weekly basis to assisr you with lhe 
Pcrfonnance Improvement Plan outlined below. Your supervisor will also make hiinsclf availab!c to 
di$C11ss <my other mallers that inigh1 arise in the normal course of bwsiness. The following meas listed 
below arc in m~cd of immediate improvement. 

"~r ;;:-,: corr·~ I 
,__.__TAHT ·1' 

09/08 - 132.4% Dorothea needs to improve her rime per calf by 
l 0/08 l 26. l % determining which troubleshooting behaviors need 

1 11/08 · 116.8% to be modified. She should follow the 
12/08. 125.9°/o troubleshooting guide to qltickly evaluate the issue. 
01/09· 118.1% 

_ _2,2109 -,.~-1. l % (MTD) 
QoSO 

09108 - 3 .. 17 
10/08 - 3.21 
l l /08. - 2.83 
l 2/08" 3 .06 
01 /09 - 3. l 0 
02109 3.00 

Dorothea needs to improve her closing to always 
include the test for cx.ccli~nce and the proper way 
to introduce the survey. ln addition, during 
troubleshooting, she should expl.ain the steps and 
documenl Remedy completely and accurately. 

-"··--···· ...;: __ ,, __ ~--- ·---

WhM Is 
Expected 

Goal2.1 JO<% 

Goal~ 3.23 

Thi$ Plan is designed to help improve yotir performance in the above stated areas within the nex! 60 
days. l f you arc unable to improve and sustain improvement in the designated areas or if you engage 
in ariy conduct that violates the Company's Values/policies, (dudng this period and thereafter)~ you 
will be Sllbject 10 further corrective action up to and including termination of your employment. 

I have read, discussed and undc:rsland the contents of the Performance. improvement Plan. I 
understand that any further occurrences of the abovc .. referenced performance issues, any failures to 
improve in the designated areas, to sustain improved perfom1ance, or rn comply with the Company's 
Values and policies may lead t(J funher corrective acrion, up to and including termination of my 
cmpl()yment. My follow up meeting is scheduled for March 9, 2009. 
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- ..... ~ .. ··~·---
TA/rt QoSD 

--· ·-~ 

D<1te Goal Acwal Goal Actual Supervisor 
Initial 

Employee Review 
lni1ial Date 

/\ '3 or ;;110% 23.23 
03/09/09 -·---- ~·"'···~··• .. • ,,.. .... ._ ____ 

---·~ 
......... ,,, ......... _ ,___., .... ..,..,........_... .. - ---~·--!---

As of; 
.51 lOu/o ~323 03123109 

... --... ... --...... ~--- ,___ ....... ~ .. 
As of; 

<110%! ~3.23 Qil/06/09 - I -- ___ ,.. .. ,_ _,,,.._.., ..... __ ---- .. ---·---
As of: 

$110% 2:3.23 
04/20/09 

~onth ~ndl ::;~;~: 
·--... - -·- _,.,,.,,,_ 

2:3.23 
March 09 

~-
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E~tension of EPIP 

This note lo file is notification of the extension of the previously issued ~PIP, which originally ended 
April 20, 2009. At that time, the goals were not met. This additional e:qcnsion is in effect for 30 days 
beginning Moy 4, 2009. There will be weekly review meetings and the expectations are as follows: 

............. 

TAHT QoSD 
,,,.,__. .... 

,. ____ 

Date Goal Actual Goal Actual 
Supervisor Employee Review . Irutial Initial Date 

As of: :;5110% ?:.3.23 05/11109 
--~· ,.,_......,,,...,.,.,..n.,...,. -.-.... .., ....... -,,___ .. __ "_,......,.._.....,._ --·- ·-- .. -.. ---·-

As of: 'SJ 10% :::3.23 I 05/l 8/09 -· ---·~·T---~ •p ........ -~ 

As of: 
~110% 

05125109 ?.3.23 
--~ .............. -~-· "'-'·~ 

As of: 
~110% :::.3.23 t 06101/09 ·-

Month End 
:5110% 2:3.23 _{viay: 09 

-· 
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Name: 

Hire Oat:e: 

FORl\·tA.L WRITTEN REPRIMAND 
Verbal Wuning -Atlenda1H~e 

.07/01/09 

Dorothea Perry 

07119/04 

Leng01 in Currctil Position. 4 years, l J months 

Job Title/Grade: 

Prior Corrective Actions: 

Sc.hedule: 

Tedu1ical Support Rep. Jl/Oradc !4 

06118107 -- Verbal Warning Attendance 
09/19/07 ·Counseling Discussion~ Efficiency 
09125107 • Wriucn Warning Attendance 
l O/OI/08., Counseling Discussion· Attendance 
02123109 EPIP - Procedure (T AHT & QOSD) 

Monday, 6:30 p.m. • l 2:00 a.rn. 
Tuesday. Wednesday, 8:00 p.m. - 12:00 a.m. 
Sarurdayi 5:30 p.m. • l 2:00 a.m. 

---·-··- ....... ....... .., ___ ,...,,,.... .-.,.-.-. .... ·------·-· ........... ~ ................ ,_ ________ _ 
As a fol low-up to your Counseling Discussion on i 0/0l108, this Verbal Warning outlines your 
continued pauern of excessive late an-ivals. Since yotu conversation with your Supervisor on 
I O/Ol /08~ y9u have arriv<;\d late on 75 occasions totaling 279 minutes. 

Late: 
I 0/04/08 • 5 minutes 
I 0/07/08 · l minute 
l 0/20108 · 2 minutes 
l 0/23/08 • l minute 
l 0/25/08 · J minutes 
l 0/28/08 - l minute 
11/03/08 - 9 minutes 
l J /05/08 - 3 mjnutes 
l 1/l0/08 - l min we 
l t/l l/08 · I mi.nute 
11115108 - I minute 
J Ill 7/08 · 1 minute 
l l I 18/08 - 3 minutes 
I i /19/08 · I minute 
11/24/08 • 4 m)nutes 
J ) /25/08 - 6. minutes 
1 I /26/08 - 1 minute 
12101/08 - 20 minutes 
12/02/08 7 minutes 

12/03/08 · 20 minutes 
12/l 0/08 I minute 
12/J 6/08 - 2 minutes 
J 2/22/08 - 2 minutes 
12/23/08 · 5 minutes 
12/24/08 · 4 minutes 
12/2 8/08 - l minute 
01104109. 5 minutes 
01105109 - l minute 
01/07/09 · l minute 
01110109 • 2 minutes 
0l/12/09 . J 6 rn inutes 
0I/13/09 I minute 
01/14/09 - l minute 
01120109 - I minute 
0J121 }09 - 2 minutes 
01125109. l minute 
0 l /28/09 • 1 minute 
01/31/09- l minute 

01102108 - I minute 
02103109 • 2 minutes 
02104109 • l minute 
02/l 1/09 • 4 minutes 
02117109 1 minuie 
02/18/09 -1 minute 
02123109 J rninute 
03104109 8 minutes 
03/18/09 • I minute 
03121109 - l minute 
03125109 1 minute 
03131/09 4 minutes 
04/01 /09 - 6 minutes 
04108109 - l minute 
04/13/09 - 2 minutes 
04/14/09 - l minute 
04/15/09 3 minutes 
04/20/09 11 minutes 
04/28109 1 minute 

04/29/09 • 3 minutes 
05/04/09 & 8 minutes 
05106109 - 3 minutes 
05/12/09 & 1 minute 
05/J 9109 • 2 minutes 
05120109 - l minute 
05/27/09 " l minute 
06/02/09 2 minutes 
06/03/09 · 7 minutes 
06108109 ~ l minnte 
06109109 - 2 minute 
06/l 0/09 & 1 minute 
06/l 5/09 - 22 minutes 
06/J 6109 - J minute 
06/17/09 - 6 minutes 
06/23/09 - 6 minutes 
06124109 • 2 minutes 
06/29/09 - 20 minutes 
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/ 

ln the rne.e1ing on 10/0 J /08: the importanc~ of attendance in the Ca 11 Center ~nd rcoponi ng lo work on 
the days you arc s~:heduled, and yo\lr pattern of arriving !ale were emphasized. During the conver;;.ation 
you ~tafed you wou Id make t.he effort to j mprove. You were asked if there was anything your 
supervisor or the Company could do it assi::;t you and you declined these offers of assistance. 

We expect that you will improve you attendance imrnediately. As outlined in the Employee Handbook 
on page 40 the Company l1Js the right to. expect an employee to arrive to work at their scheduled shif1 
time. As a TSO Customer Service Representative, we have obligations ro maintain FCC regulated 
ASA. Your inability to arrive to work 1mpa.ct.s 1ha1 service record as v .. 1ell as our Value to provide 
excepliornil custome.r service 

.r.· 

/' 
/-·-==::::::::::::::.'.'.___..::.:__ 
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FORMAL WRITTEN REPRIMAND 
Final Written Warning - Inappropriate Behavior 

Date: 

Name: 

Hire Date: 

Length in Current Position: 

Job Title/Grade: 

Prior Corrective Actions: 

Schedule: 

03/18/10 

Eich_ NofZ 6_ Received-Rejected-
Dorothea Perry 

07/19/04 

I years, 8 months 

Technical Support Rep. II/Grade 14 

06118107 ~Verbal Warning - Attendance 
09/19/07 • Counseling Discussion - Efficiency 
09/25/07 ~ Written Warning- Attendance 
I0/01/08 ·Counseling Discussion. Attendance 
02123/09 • EPIP -·QoSD & TAHT 
07/0J/09 • Verbal Warning~ Attendance 

Sunday, 5:30 p.m. - 12:15 a.m., Monday, 7:00 p.m. - 12:15 a.m. 
Tuesday - Wednesday, 8:00 p.m. • 12:00 a.m. 

This Formal Written Reprimand/Final Written Warning outlines your inappropl'iate behavior. On 
03/15/1 O while signed into Aspect, you were witnessed by TSO Manager Tara Schiraldi using a laptop 
computer on your desktop, while on the phone with a customer. TSO Supervisor Charlie Wright 
approached you .and asked why a laptop_ was on the desk and was told that you were working in the 
registry. He then asked you to put it away and that elecrronic devices are not allowed on the floor. 
You 1hen replied, ·~what is the problem? I'm only woi-king in the registry1

'. Charlie informed you that 
a manager witnessed you using the laptop and that nothing good is going to come from this. At this 
point, you removed the laptop from your desk and placed it into a case. This will be y9ur final 
opportunity to improve. 

Cablevision expects that you will refrain from these types of behaviors in the future. As outlined in the 
Employee Handbook on page 40 the Company has the righl to expect adherence to Company rules and 
regulations and a commitment to provide outstanding service to our customers. Your inabilily to 
display professional work behavior and to give your customer your undivided attention is a violation of 
those values. 

Any further infractions will .lead to additional disciplinary action p to and including termination. 

Employee Relations Manager 
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,. Pagel oT 
'C 
{I) 

~ 
H ::tt t :O-::>>UL2L~ 

PauJ Argyropoulos - Management Policies and the Final Wr-itten Warning 
I l;;!?t 

Frorn: Dorothea Perry <dorothea.perry@verizon.net> 
To: '<pha.U@cablevision.com>, <pargyrop@cablevision.com> 

I 
j 
~ Date: 3/24/2010 3:42 AM 

Subject! Management Policies and the Final Written Warning ~ ·~,.1 
~J ·: ~~ 

Good Morning gentleman: I write to you about a recent set of incidents that I have ~ .,£ ~ 11) 

encou~tere?, an.cl my plac~ment on a final written warning. On March 23, 2010 l .g ,~ .~ z~ 
met with with Gma regardmg a laptop that Tara observed on my desk. On the date w .._, u 
documented in a final warning read to me by Gina in the presence of Charlie Wright, 
Tara reported to Charlie that I had a laptop on my desk. On the date documented; 
Charlie Wright then approached me and saw the laptop opened to the registry. He 
told me that "Tara came to him and freaked out about the laptoptt Charlie asked 
that I close the laptop which I did immediately but not before showing him the 
screen. It was opened to the registry. I explained I was reading the Microsoft 
code. No further discussion ensued that day about the matter. 'For your information, 
the laptop's OS was completely disabled/nonfunctional. 

On my last one-on-one 'With Charlie we discussed the matter of the laptop again. He 
concurred that he saw a registry. He explained the position of the company and I 
informed him that I would never have a laptop on my desk again. I inquired 
of him why Tara) a manager, didn~t address the issue with rne immediately instead of 
sending him back. He could offer no explanation. Charlie and I discussed the term 
''electronic device I asked if my phone was on my desk and I had to refer to it for the 
calendar would that be wrong~ considering Cablevision has locked the standard 
windows calendar that allows me a quick reference? He only informed me that he 
didn't know why the calendar was locked. I asked him if I read a Kindle, electronic 
book, would that be frowned upon. I recall him saying reading a book could be a 
problem. J told him in a very open conversation; and 1 might add respectful as it 
involved an exchange of ideas, that I didn't agree that reading could be harmful. 
Based on the principle that reading could be an issue; that explains why I was 
approached by Argent once who wanted to know what the paperwork on my desk 
was. He asked if I was studying. I was in 'fact reading Management Principles oddly 
enough. At the point of Argent questioning me, J was reviewing the Management Grid 
and gaining a grasp on McGregor1s concept of Theory X and Theory Y styles of 
management. I finally understood what was going on with supervisors at 
Cablevision. I sunnized that the supervisors do not understand where they sta.nd on 
the management grid or the concepts of Theory X and Theory Y J expressed my 
opinions regarding these theories to Charlie during the one on one. At the 
conclusion of the one on one Charlie indicated that he didn1t know if they would take 
the laptop issue further which kind of shocked me. If l had committed an aggregious 
9ffense e,g reviewing porn or even surfing the internet I could possibly understand 
taking the matter further. Taking the matter further because someone was looking at 
a registry I explained to Charlie I couldn't understand but th~n again that's the 
produce or perish, all employees are bad concept of management. 

On a more positive note, during the one_on one with Charlie I presented some 
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I hope you can find It in yourself to receive this communcation with an open mind and no! to see it as a 
direct challenge to management. I, like all, would simply like to be able to work with peace of mind, in 
a team spirited environment with managers/supervisors that seek to counsel and mentor and allow me 
room for growth. I lhink the Theory X~ produce or perish style of management at the Call Center which 
i·s so obvious and innate should and eventually will be phased out. 1 can not work, I can not sleep, I can 
not focus, I can not enjoy my time at work knowing 1 am the suqject of someone or a group of persons 
scorn or contempt. 

Thank you again. 
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ideas to make the call center floor work more efficiently which could potentially lead 
to reductions in expenses. Now would not be the time to go into detail about this but 
I'm sure if he is questioned he could elaborate on the conversations both good and 
bad. 

Let me advise you that I had previously asked to be transferred from under Charlie's 
supervision because although I had worked with Cablevision for approximately 6 
years he had never gone out of his way to even so much as say hel-Jo to me. Upon 
becoming my supervisor he introduced himself as Charlie Wright and within 5 
minutes advised me that I could be placed on an EPIP if my stats were not up to par 
and the EPIP would not be renewed. I discussed the matter ,which I considered a 
~hreat, with Rich (ma.nager) because l was afraid I'd be targeted, I was a llittle shaken 
up by that introduction. Rich advised me that he would consult with management 
on the issue. I heard nothing more of the request and after several days I asked Rich 
about the status of the switch. Rich advised me that someone should have gotten 
back to me and that he would check. After some consideration; I advised Rich I 
would try to work with Charlie so I would withdraw my request. I really didn't want 
to cause any unnecessary problems for myself. I did speak to my previous 
supervisor, Anthony1 and informed him that I thought my days were numbered 
because Charlie reported to Gina and that in the past it seemed that I was targeted 
for termination already by her handling of previous EPIPs for QOSD and AHT 
During that time although I'd meet my goal for one but not the other- (having missed 
AHT by 1 point) I was put back on the EPlP for both because, as it was explained, "we 
can not break up the set'' For 3 months I was a nervous wreck and sick with 
anxiety, And then I met my goals after working aggressively, with no direction or 
assistance from my supervisor or manager, to remove myself from an EPIP. And then 
something wonderful happened, a minor shift change granted me a reprieve. I had 
a new manager and a new supervisor. Under Anthony and Rich my stats 
improved. I felt a breath of fresh air and gained renewed faith in management on the 
call center floor. Anthony worked to help me understand how to reach the necessary 
goals. I would say that Anthony and Rich were fair but firm. Anthony encouraged 
teamwork and demonstrated himself to be a true team leader. A 9 /9 supervisor. 
Because of Anthony's hours I would occassionally defer requests or questions to 
Chet, my previous supervisor, but was met with some disdain for no apparent 
reason. He once responded that I should address a credit request to my 
supervisor. He refused to help me. Upon the change of supervisors I noticed that 
Chet would not speak to me for reasons that l couldn't understand. I believe Chet 
thought I requested a new supervisor and took offense to the change, but I had not 
made a.J1y such request. I questioned Anthony why supervisors would not speak to 
subordinates and how a supervisor could go six years without ever speaking to 
someone. I explained that I've seen several supervisors some I know and some I don't 
know e.g Etic, Carolyn, Val and himself, go out there way to engage people they work 
with whether they were on their teams or not, real team leaders. I've seen managers 
meet subordinates with smiling eyes, and nods e.g. Kathy, Rich and forgive me for 
not knowing his name, the other manager that looks like a Soprano star. But then 
there are the supervisors that simply refuse to speak thereby not showing techs the 
same smile they ask techs to give to customers verbally on the phone. 

As l suspected long before it happened I would again be brought to Gina's office for a 
reprimand. A final warning. I advised Gina that I would not sign the final warning 
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because I thought I was being target for dismissal and the final warning was 
discriminatory and the information contained in it was flawed. She included quotes 
from Charlie Wright that was absolutely incorrect. As I explained my position in a 
tone that could not be classified as threatening; she refused to listen to me, she 
talked over me, and she offered her reason as to why the laptop incident would not 
be taken lightly. She explained "You're being given a final because you've been here 
long enough. " She qualified the term electronic device when I asked why others 
were not being given final written warnings for the telephones on their desks in plain 
view, some of which are highly intelligent e.g Androids) Iphones etc which have far 
more functionality than a six year old laptop. She explained "a laptop is different, 
and even though Charlje saw the registry we can't say what you were doing before 
then" She went on further to say ''people could be stealing client material" I 
suggested that an electronic device whether it is a laptop or a smart I phone/ Android 
phone, absolutely has to warrant the same discipline and that you can't target one 
person without addressing all the other devices or else it is simply an act of singling 
one O'llt'' Gina thought I was being disrespectful because I was offering my opinion_ 
I asked to be allowed to speak, not just to offer my opinion but to be treated with the 
courtesy of being an adult and not a child. I explained that if I was an insubordinate 
employee that when Mr. Wright asked me to close the monitor I would have gave him 
lip service. She asked what I did when he did approach me. I answered "immediately 
adhered to his requests and authority and closed it1

' Again at this point I explained 
to her that the Theory X position was counter productive and not good for employee 
mora.11 and that supervisors/managers should take the position of mentoring and 
counseling unle_ss acts are so aggregious it would call for nothing more than a 
extreme management decision. 1 suggested that "pulling an employee's coat tail to an 
·act that could be detrimental to their employment was far different than pulling the 
rug from under an employee during the Nations difficult econony which affects large 
masses of American people. I went on to advise her that although l've seen a 
manager with a phone viewing pornography I said nothing. Although I've discussed 
the matter with other people I did not report the supervisor because he has a family. 
Nor did I report a particular supervisor I suspected of drug use in the ladies room 
because I could not absolutely attest to drug consumption. 

I suggested to Gina that employee moral could be improved by managers/ supervisors 
developing a better relationship with the techs. Gina defended herself by saying she 
has a wonder-ful relationship with many techs and she speaks to them alL 
I responded t'You don't speak to me", and she interjected "You dont speak to 
me" This speaks to the enormity of the situation at hand. I am not a good person , 
and I don't deserve to work at Cablevision because "I don't speakH. Gina suggesteed 
that other techs visit her office when they have time, and on their breaks. I asked 
her "when do I have time? 11 I realize now that the people that 1 am in trouble w1th 
~e all the women that I don't take enough initiative to speak to. Tara, Gina1 and 
there are at least a couple of other supervisors I have not taken enough time to 
1'speak to" because I've been so busy. So what does this have to do with anything? I 
am not being judged by the tjrpe of tech I am but by my abilties to acknowledge and 
speak to and befriend supervsisors. 

1 appreciate your attention so ram going to take this special opportunity 
to give kudos to one of the most special manager 1 have encountered at 
Cablevision. :.Kathy exudes professionalism, strength and a pure knowledge of the 
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.l:'rlanagement principles that will take Cablevision to the 11ext level. She didn't wait 
for people to approach her and befriend her. She smiled, acknowledged us, and 
would speak in passing. Tough as nails but faiL You always knew where you stood 
and never feared a conspiracy against you. 

I am sorry I have been judged, targeted and that my intelligence1 and fearless 
attempts to off er opinions have cast me in the wrong light. 

I took this opportunity to say all that I could possibly remember at 3:00 a.m in the 
morning because l feel when all the information is decipheredj something will come 
out of it to improve the call center. Employee moral will be greatly improved, 
superior supervisors will be identified, and others will receive appropriate 
managemel'lt training, and policies will be reviewed to allow for.equal treatment of all 
employees and prevent the singling out because 1'you've been here long enough", or 
11you don't speak11 

I would love to speak to either of you separately or collectively at your earliest 
convenience. Forgive any typos as it is late, 1 am tired, and still a little upset by all of 
this. 

Goood night, and thank you for your attention. 

Dorothea 
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Paul Argyropoulos - Mllnagcment P<>Jicies and the Final Written Warning (part 2) 
Lii& Wi'51:Ilrt oa tn:t:: aJ:t:1cil\Cii::: ~ • r i • r r emee =•t:::ee11rs=:c 

From: 
To: 

Dnte: 
Subject: 

Dorothea Petry <dorothea.perry@verizon.net> 
<phall@cablevision.com>, <pargyrop@cablevision.corn>, <phall@cablevision_coin>. 
<pargyrop@cablevlsion.com> 
3/24/2010 12:35 PM 
Management Policies and the Final Written Warning (part 2) 

When I rethink the situa.tion at the Call Center I can not think of anything I've done to offend anyone. 
Whal I have asked for of management are the same things management has asked of me when dealing 

with customers. 

1. A smile or gentle nod of acknowledgement. 

2. Assurance of help 

3. Allow the customer to speak without interrupting 

4. Act professionally when dealing with difficult situations. 

5. Do not yell at the customer 

6. Keep promises. 

I learn by management's example. How can I portray to a customer what· is not being po11rayed to rne. 
Gina spoke down to me> she spoke over me, she interrruptcd me. She sought to demean me and punish 
me anhe would a child. I advised her in the most respectful way that J could that I was a woman. 

What have l asked for that has not been reasonable? 

What I do think is unreasonable and illegal is Tara and Gina's qualification of the terms '1electronic 
device" just for me. The distinction betweeen a mini~computer or palm held computer/phone from a 
larger laptop, and the direct statement 111 am treating YOU this way because you1ve been here long 
enough to know0 Every tech, male and female, of all races, creeds and colors have been given the same 
statement and the rule should apply to one as equally as the ()ther whether they've been here for 6 
months or 6 years. I allege that is not the case, and for that reason I am offering this information to 
confirm my belief that I am a target for termination. 

I affirm that the statements contained in the legal document Gina has prepared and presented to Human 
Resources are inaccurate. I affirm that I did witness a supervisor perusing pornography on his hand 
held, r affirm that I did see a supervisor and her friend in the bathrooom on more than one occassion the 
same day acting suspiciously but can not swear to seeing drug paraphana.Jia. I will suggest to yoti 
though that not everyone would pass a random drug test if given. 

l do not have a history of being deemed a problem employee. l take my job and responsibilies 
seriously. I do have a history, if you wiH, offi11ing up rhe suggestion box with ideas. In short, I believe 
in the Theory Y style of management. AU employees are inherently good and only egregious acts 
against the company warrant consideration for termination e.g stealing, assault, drug and alcohol 
consumption. 
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Date: 

Name: 

Hire Date: 

Lenglh in Current Position: 

Job Tirle/Grade: 

Prior Corrective Aclions: 

Schedule: 

Discussion: 

COUNSELING D.ISClJSSlON 
Performance 

06/08/l 0 

Dorothea Perry 

07/19/04 

1 year, l 0 months 

Technical Support Rep. ll/Grade 14 

06/ 18/07 • Verbal Warning ~ Attendance 
09/19/07 Counseling DiscL1ssion - Efficiency 
09/25/07 ·Written Warning· Attendance 
l 0/0 I /08 Coui1seling Discussiori Attendance 
02123/09 - EPIP • QoSD & T AHT 
07/01/09 - Verbal Warning - Attendance 
03/l 8/l 0 Final Written Warning - Inappropriate Behavior 

Sunday, 5:30 p.m. - 12: IS a.m., Mondayj 7:00 p.rn. - 12: 15 a.m. 
Tuesday w Wednesday, 8:00 p.m. - t2:00 a.m. 

On 05110110 I had a conversation with Dorothea to discuss her incorrect documentation of Remedy 
Slow Speed troubleshooting. I explained the company's policy regarding the need of proper 
documentation of Slow Speed calls and Dorothea advised that she understands the policy. It was 
explained to Dorothea that she has been coached on this behavior previously and has shown 
improvement in the area and needs to continue to do so. Dorothea had 2 etTors on 05/09 causing the 
i.mproper tracking of slow speed in these areas/accounts, The importance of proper documentation of 
calls, allows the department to track trends in areas troubled areas. 

We ex peer that you will ·improve your perfom1ance immediately. As outlined in the Employee 
Handbook on page 39 rhe Company has the right to expect a commiiment to provide outstanding 
service to our customers. Your lnability to meet or exceed departmental goals impacts our Value to 
provide exceptional customer service. · 

ns w'!l lead to additional disciplinary action up to and including termination. 
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Date: 

Name: 

Hire Date: 

Length in Current Position: 

Job Tit!e/Gnide: 

Prior Corrective Actions: 

Schedule: 

Discu_Mion: 

CORRECTIVE ACTION 
Verbal Warning ~ P~rlormance (TAHT) 

03/lo/I I 

Dorothea Perry 

07/19/04 

2 years) 8 months 

Technical Support Rep. 11/Grade 14 

06118107 ~ Verbal Waming - Attendance 
09/19/07 - Counseling Discussion- Perfo:nnance (QoSD) 
09/25/07 - Written Warning • Attendance 
l 0/0 I /08 ~ Counseling Discussion - Attendance 
02123/09 • EPIP- QoSD & TAHT 
07/01/09 - Verbal Warning - Attendance 
03/18/l 0 - Final Written Warning - Inappropriate Behavior 
06108110 - Counseling Discussion. Performance (Remedy 

Documentation) 
11/07/10 ·Counseling Discussion- Performance (TAHT) 
12/05/10 ~Verbal Warning - Performance (Remedy 

Documentation) 
12/06/10 ~Counseling Disc.ussion ~Failure 10 Follow Procedure 

Sunday, 5:30 p.m. • l 2: 15 a.m., Monday, 7:00 p.m. - 12: 15 a.m., 
Tuesday - Wednesday, 8:00 p.m. - 11 :00 p.m. 

As a follow-up to the Counseling Discussion on l 1/07/10, this Verbal Warning outlines your continued 
pattern of poor perfonnance. Since the meeting with your supervisor you continue to fail to meet the 
departmental goal for T AHT. 

TAHI' 

Date ·Go!!l Actual . 

·- -
12110 =S.110% 122% 

Ol/J I ::;I I 0% 120% 

02/11 ::::;110% 121% 

ln the previous meeting, the importance of perfonnance in the Call Center was emphasized. During 
the conversation you stated you wouJd make the effort to improve. 
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We expect that you will improve your perfonnimce immediately. As outlined in the Employee 
Handbook on page 3 7 the Company has the right to expect a commitment to provide outstanding 
service to our customers. Your inability to meet or exceed departmental goals impacts our Value to 
provide exceptional customer service, 

Any further infrac;tions will lead to additional disciplinary action up to and including tennination. 
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Tara Kniss ~ Re: Response to your email to Jim Dolan 

From: Tara Kniss 
To: Dorothea Perry 
Date: 3/S/2012 1:10 PM 
Subject; Re: Response to your emall to Jlm Dolan 
-·-···"·-··----~-------------------· 

Dorothea, 

Please let me know if you would like to speiik with me regarding the concerns you raised In your emall to Mr. 
Dolan and when you are available this week. 

Thank you. 

Tara 

>>>Dorothea Peny 3/4/2012 11:15 PM >>> 
HI Ms. Kniss: 

I am surprised to have received a response from you on Sunday. I have had the opportunity to express some 
of my concerns about TSG, In the presence of Cablevision's assigned lawyers1 last fall during my NYS Human 
Rights Interview. l probably came off.as being emotional and completely unprepared as 1 tried to explaln the 
department. It Is so really hard to express to outsiders what exactly is going on in this department that I 
was frustrated. I had no hatd evidence, just speculations. I could not produce records because documentation 
is withheld from us, even as it pertains to us. I do not have any have a report card to refer to. 

Most people can not Identify with the psychologlcal Impacts of a given situation unless they have dealt with It 
personally. I befieve most TSG representatives are of one accord when It comes to Identifying the problems. 
I can contact you this week for further discussion if you would Hke. 

Thank you. 

>>>Tara Kniss 3/~/2012 8:09 PM>>> 
Hi Dorothea, 
I am 'part of corporate HR not TSG HR. Would you like to set up a time to speak over the phone about the 
concerns you raised to Mr. Dolan? 

Thanks, 
Tara 

M----Origlnal Message--~­
From: Dorothea Perry 
To: Tara Kniss <TKNlSS@cablevlsion.com> 

sent: 3/4/2012 sio3:46 PM 
Subject: Re: Response to your email to Jim Dolan 

Hi Tara: 
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I understand that Mr. Livoti would like for me to speak to you regarding my letter which was written to Mr. 
Dolan. Of course l would like to but my experiences with TSG's div!sion of Human Resources has left me very 
distrustful. 

Please take a look at previous conversations which I have had with human resources director Paul Argyropoulos 
(see below), which dates over a year. My utlliz:lng the open door policy to vorce complaints landed me with yet 
another write up, Initiated by Paul who professed Innocence for any part of the write up. He blamed lt on my 
''management" but I was sitting with Charles Wright for my one on one when the order came from "Paul~ to 
write me up. I believe It was In retaliation for me voicing my complaints about TSG and an attempt at 
psychological terrorism and intimidation. My experience with TSG Human Resources is that they will resort to 
lies, cover ups, and acts of Intimidation to keep the staff In order, and when that does not work they simply 
manipulate the stats to remove those targeted for dismissal. 

The Information transmitted In this emall and any of lts attachments is Intended only for the person or entity to 
which It Is addressed and may contain Information concerning Cablevision and/or its affiliates and subsidiaries 
that Is proprietary, privileged, confidential and/or subject to copyright. Any review, retransmission, 
dissemination or other use of, or taklng of any action 111 reliance upon; this Information by persons or entitles 
other than the Intended reciplent(s) Is prohibited and may be unlawful. lf you received this In error, please 
contact the sender lmmedlately and delete and destroy the communication and all of the attachments you have 
received and all copies thereof . 
.......................................... ______ ... __ .... "" ....... -............ --... --.......... __ .......... 
-w~~T Forwarded Message ---­
(Me to Paul) 

In light of all our conversation, by no stretch of the lmaglnatlon do I believe this is a battle nor would I ever win 
if It was. I am simply lettlng my feelings be known through the open door policy. r believe the treatment I am 
being subjected to here afCablevis·fon Is psychological terrorism and with that being said I thank you for your 
attention. 
It is an "Inappropriate" write up when the procedure of sending an email upon arrival was suggested by 
representatives of Cablevision Le my supervisor, as it Is also Inappropriate to manipulate reports {I e QOSD) for 
the purposing of putting people on corrective action. l think the latter could definitely be considered as 
orchestrating a termination. 

rm not one-for being paranoid, but I am a little uneasy here and feel targeted by management for properly 
using the open door policy to voice my opinions. I feel a stealthy presence of harassment In the air and It is 
mentally unsettling. 

>>> Paul Argyropoulos 12/20/2010 11:31 AM >>> 
Dorothea, 

The 11wrlte up" was not suggest by me, but when asked by your management team if It was appropriate, I 
answered that tt was. The Employee Handbook states that employee's must call prior to the start of their 
shifts. In the past 4 months, there have been 21 occasions In which you have either arrived without calling 
SPOC or notified SPOC after you arrived. 

You aren't being punished for not having a phone, In fact you have not been Issued a corrective action, we have 
counseled you on the proper procedure of notifying the department prior to the start of your shift should you · 
not be able to make It here onNtlme. This ls a consrstent practice that we have done wlth other employees. 
Gorng forward, If you aren't able to make it to the call center for the start of your shlft1 please contact us prlor 
to the start of your shfft, 

Paul Argyropoulos 
Dkector, Administration 
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TSG-Jerlcho & CSOC 
(516) 803-0606 
pa rgyrop@cablevtsion.com 

>>> Dorothea Perry 12/8/2010 12:21 AM >>> 

Page 3 of 5 

I now have a write up for having a defective phone, documented with AT&T, and no money to replace it as of 
yet. The wrlte up appears to be suggested by you. ls this correct? Just another example of exactly what I've 
written about. I do not think 1 should speak to you any further about my Issues. I'd rather speak to a 
psychologist. I do not belleve there Is anyone that can be trusted at the TSG management level. My other 
options would be to take my Issues further up the ladder. There is a culture here at TSG that rs dangerous, and 
I feel constantly threatened. · 

>>>Paul Argyropoulos 12/7/2010 3:58 PM>>> 
Dorothea, 

I'll take a look into the Issue. I will be out of the office beginning tomorrow and returning next Tuesday, so I'll 
touch base with you when I have some Information. 

Paul Argyropoufos 
Director, Administration 
TSG-Jericho & CSOC 
(516) 803·0606 
pargyrop@cablevlsion.com 

>>:> Dorothea Perry 12/7/2010 12:22 AM >>> 
I allege that I was curiously recerv1119 low scores for quite a while until my supervisor addressed the matter with 
the supet\ilsor In charge of QOSD only after he had another lead review the quality of my calls then yet another 
QOSD specialist do the same. Neither of them could understand the low grades. AftefVllards my grades shot 
up. THEN again a series of bad QOSD scores despite no change In my dellvery nor performance. 1. 

With respect to the slow speed Issues, I've been told the workaround to this problem (and yes there 1s always a 
workaround to everything around here) is to not use the slow speed codes thus preventing a mark against me If 
I fail to use a drop down box. I do not use workarounds though. · 

~ 

I allege that some of the numbers are skewed, My schedule was modified months ago, my avaflabllity and 
adherence was affected, and this matter was never retroactiVely fixed, despite it being proven that the fault was 
with <;ab!evislon employees. 

ln short l believe we only have control of our attendance, our KC scores, and our TAHT until the numbers begin 
to get massaged, 

>>>Paul Argyropoulos 12/6/2010 11!02 AM>>> 
Dorothea1 

So we are on the same page, are you alleging that the employees that scores your QoSD are Intentionally 
grading your QoSD scores low to prevent you from progressing? 

I took some time to do some research and since June; you have made 4 slow speed documentation errors {16 
for the year). If your customer's Issue ls slow speed, I would recommend using the appropriate slow speed 
codes. If you follow the procedure, and add In the appropriate Information Including speeds, then you will be 
fine. 

Paul Argyrapoulos 
Director, Administration 
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TSG~Jer!cho & CSOC 
(516) 803-0606 
pargyrop@cablevision.com 

>>>Dorothea Perry 12/6/2010 12:19 AM >>> 
Good Momfng Paul: 

Pugc 4 of 5 

I have been speaking to Charlie about some Issues that greatly concern me involving my career progression 
dashboard. I made the mistake of advlsing him by way of email how dose I was to progressing havlng met all 
but 1 (TAHT) of the goals for progression. Slnce that time I1ve noticed that other scores, which ·I was not in the 
least concerned about, have plummeted. I do not suspect Charlie has anything to do with the submission of 
scores, nor the manipulation of data because he seems just as bewildered as I. Nonetheless, there Is something 
that is suspiciously wrong. I am not a conspiracy theorist but neither am I a fool I can control certain · 
categories on the progression dashboard making those scores Irrefutable, however, there are others scores Le 
QOSD which are highly questionable and I suspect the low scores are acts of malice. Why? I can not be certain 
but probably because l am not In the "clique". I have never had any Issues with the staff here at cablevlslon 
outside of expressing my honest viewpoints to management. Then there are other scores, Le # of calls 
transferred to the survey, which helps to derive the SER score that I know is not being accurately presented. As 
I told Charlie in the past, I am transferring EVERY call to the survey. How are these numbers so low? I have 
for many years maintained a low profile. My goal when l come to Cablevision Is to work, not Win.popularity 
contests or join "cliques''. 

With respect to Including slow speed scores In my remedy documentation, that too, makes me absolutely 
paranoid. rve been advised by some people not use the slow speed codes to avoid Issues wfth management 
but In my position that would not accurately present the subscribers Issues for me to avoid a code because I am 
paranoid to use it. I know l am presenting the subscribers issues so I am surprised When l show up on a 
report. Do I· have to screen capture every slow speed ticket l create to protect myself? Do 1 not use lt? And 
why would l get a write up if the last missing code was In June? which was 6 months ago? 

What I am saying in short Is that I suspect acts bf retaliation which are definitely contrary to your "Integrity 
Matters" campaign. 1 would like the Issues looked into. 

Thank you. 

>>>Tara Knrss 2/28/2012 3:37 PM>>> 
Hi Dorothea, 

My name is Tara Kniss and I work on the Employee Relations team In Corporate (Bethpage). 
I am In receipt of your email to Jim Dolan and would like to set up tlme to speak to you at your convenience. 
Please let me know what days and times work best fot you. 

I look forward to hearing from you. 

Thank you. 

Tara Kniss 

Tara Kniss, PHR 
Employee Relations Manager 
HR·C&C Corp 
{516) 603-3012 
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Exhibit All 

R-14 
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.NEW YOI~K STA'TE. 
DIVISION OF HUMAN RIGHTS 

NEW YORK STATE DIVISION OF'. 

·!,S 'il~ll,.:;. 

ANtJRI-:W M. CUOJ\-IO' 
~ovrnNOR 

HU1""Jl..N RIGHTS on the CcHnplaint. of VgRIFIED COMPLAINT 
Pursuant. to Executi~~ 

DOROTHEA PERRY, 
Complainant, I ... aw 1 Article 15 ~· 

Exh. No!Z f Rec"lv".1 ~ 
" . i;y ........:;'l1eJected _ v. 

Cas~ No CaseNo.:~ · 

10149106 CaseNaftl~J C#btW£ CABLEVISION SYSTEMS CORPORATION, 
Respondent No. Pgs: . DateJ~t7/Ae .~ 

.l~p 
..,.,.,,,,1-.--~• ... •'-•''''--'-'_"_' .. '"""'''..._,... • .,,~1, .. 1_.,,.....,,,.,.,.,, or~''"'"''·".r-''"'-"'· .... ,_..., ....... .,, ............ ~~---

Fede:t."al Charge No 16GB103544 

I, :Dorothea PeiTY, residing at 71: Tapscott Street, Brooklyn, NY, 
11212, charge the above named respondent, whose add:.ress is 200 Jericho 
Quadrangle, Jericho~ NY, 11753 with an unlawful discriminatory pr~ctice 
relating to· employmemt in violation (Jf· J~rticle IS of the Executive Law 
of the State of N~w York (Hu~an Right~ L~w). beca~se of age, disability; 
.sex, race/color 

·uate m0st rece.nt. ·or conti.nuing discrimination took place is 
6ii/2·0~ 1 

The; ·a.11egatidns ·are 

PLEASE SEE COMPLAINT ~"D.ATTACHMENTS 

B~sed on the ·f or<:!g6:i.11g, r cha:cge respdndent .with an un.lciwful 
dJscrirn.inatory practice· :r:elating·co employment because of age, 
disability, sex 1 race/colo~, in violation of the Ne~York State Human 
Rights ~aw (Executive Law, Article 15), Section 296 

I a I so charge the above ~named respond~nt with v.io1at.ing Ti t1e VI I of the 
Civil Rights Act of 1964, as ~mended (covers race, ~olor, creed, 
national origin, sex relating to employment) I also. charge;; the above­
named respb~dent w.ith violating the Americans with Disabilities Act 
(ti.DA) (covers di.sab:U i ty relating to employment) I also charge the. 
above-i1a.med respondent with violating the Age Discrimj~na·tion in .· 
Employment Act (ADEA) ,as amend_ed (covers ages 40 yEia:rs of . age or· ·older 
in employment) I hereby author.ize SDHR to ·accept this- verified 
complaint on behalf of the U· S Equal Employment Opportunity Commission. 
(EEOC) subject to the statutory limitations contained in the 
~forementioned law(s). 
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. f/f..-'f 

.REC.EIV.E~D 
JUN 0 8 2011 

· REG· 1 ·· · 
N . Y k St t o···. . .. t·H· R. · ht · ON IA ew or a e 1v1s1on o uman tg s · 

Complaint Form RECEIVE1) 

CONTACf INFORMA t!ON JUN 0 S lOli 

- f2,_ ,-\ \ .... ,.,_ ' \ c ~ 
Name. 0 0 I T ~. ~ · 

BROOKLYN REGiONAL OFHC~ My cq.:sinformation: ' K a -- d 
Addtes. 1 ::ll Af-5 cJi-t+ S, +-:-:~tor Fhoor ~ ----·--- . 

City ~~J-- State }J~ z;p l \J. Ld--

I b lieve I was discriminated against in the araa of: 
. Employn1ent o' Education. . . . 

0 · P~blit Accomino<l:atfons 
: (f~estautimts, stores: hotels; /n6Yie 
'!heaters· amusement p~rks, ·etc) 

· o Bciycornn9/t31ack1is.ting. 

D.j Housir.~ . . . 

DI Cornrnerdal' si;:iace. 

3 

. tJ Volunteer firefigh{ing · 

CJ credit' 

o· 'Labor Unkin. Erripldyirienl 

Agendes. 

l ( 
--·--· year 
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BAS JS OF DISCRIMINATION 
Pf~ase tefl us why you were discriminaiedagai!isl by cilsck(~g-one ormore ofthe boxes below. 

e... .You do not _need to provide"in'.ormation for every type of d.iscrih1ina1ion on .!his list. Before you Check_ a 
box, make sure you are checking it only if you be ii.eve it was a re.:lson for lhe discrimination. Please 

· look at the list on Page 1 for an explanation of each type of discrimination. 

Please note: Sorrie types of discrimin.ati.on on this lfst do .not app.ly to all of the tegui~tect'areas fiiited on Page 
3. (For example, Conviction Record applies only lo Employment and Credit complaints, and Familial Status is 
a basis orily in Housing and Credit comp!ainfs). These excep!lons are listed next to the type$ of discrimination 
belovJ. · · 

~-~----'--,-I b_e_l_ie~v_e_l_w....._,..as~d __ is_c_r_im_in_a_t~e_d_~ .. a.,...._a_in_s_t_b_e_c __ a_u_s~e_o_f_m__.._y_:. ---------····~ 

Age (Does not apply lo Public Accommodatlons)-

Date~o\B~;\ (o ~ 
-------,--· 

D Arrest Record {Only for Ernploymerit, Licensing, 
and Credit) 
Please specify_: 

b Get1etic .. Predisposition (E1~1p!oyman1 only) 
Plea~·~ sp.eci~: · · 

o_ Marit~rstatus 
Please s'pedfy 

D Convictiori Record (Emproyim)iit and tredit only) D Milifa.rY:Status;:· 
Ple.lse specify: · · Pfease 'specif/ · 
. . . -.. 

• tJ cr¢ed / Religion 
~lease spebfy: · · 

(Employment only) 
Pl~ase specify; 

--·----·--------
0 Familia!" Status (Housing and Credit only) 

Please specify: 

o::: Nat1oh~1 •or-19111 
· 'Ple~se specify~ 

o Sexual Orientation. 
Please specify: 

1--:.r.<-~"---'--'-~~~~~~_.._;_.-'-~~-~~..:........~ .......... --'-'---~-...,--_...._~-~-~-'---~~-, -

Retaliation (if you fi1ed a discrimirwtion case before, or hG/pfJd somcon~ eise with a discrimination case, or 
repqrlod. discr/mina/ion (Jue to race, sex, or any other category listed above) · 

Pleas~ specify'. 

A· s·efore y_<H1 turn to the next page" ple.as_e c~eck this list to make sure that _YOU provided v . information only fdr the type of d1s·crrm1nation ~hat rela!es to your comp la mt. 

~ 

,,. ·.-:) 
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EMPJOYMENT DIS:CRIMJNA TION 
Pi&ase answer t11e questions od this page only if you Were discrimiilated against in fhe area 

. I 
of employment. If not, turn to the next page. 

··'· ,. 

How many employees does this ieomoai::w--tte:V&.:t-
a) 1-3 b)4-14 c)15odm re . cf! 20 or more e) Don't know 

Arpou currently working for the company? 

l'1Yes ~ ~.11-
Date of hire: ( Ci...to_:i_) 

nl I day year 

D No· .1 

Last day of work: ( I Wliatwas your job tiile?~ . _____ .....,_ 

Month clay 

. 0 I was. nbt ht~ed by the company .. I ·. 

Date of appllcat1011: (. . . . ... . ~.· 
· .. Mont:i I day 

ye~r 

I: 

ACt§bF DISCRIMINATION: ;.! . 

l ' 
What diCl the persoh/c61hpany you afo complaining again.st do? .Piea~echeck·a11.that·apply. 
b R~~;)sedto.hir~ ilie . I. . . . . . . . . . . .. 
0 Fiie.8 :me/ laid.me 6tt 

D bid not call mt' back afler a lay-~ff. 

'o oemoteci ml;. . ., 

·. ~·. 

l 0 Suspended rrie 

~· s.exua!!y har~s~e~ m~ . . I .. · .· . . ·. . .. . . ·. . . . ... 
~r~ssed, or t~t1~1dafod me (other t.mari sexual harassment)~ e 

0
-.\-0 ot6 . · 1 ~ u,.~ .... o.:n J .. O..h 

D .Denredmetrain1ng. .· Cc rn , c:h,~ '\U~) 
D Detiied me a promotion oi:.1:>aY raise. .,. 
CJ Denied rne leave time or.other bene~il$ 
D Paid me a lmyer salary than other w~rkers in my same 'till~ 
0 Gave me different or worse job duti~s than other workers iii my same title .: . ,. 

~nied me an accommodation form~· disability \te_~d.:< ~ me' tb th.)._ 1 ~~ci-CC.O ~~ 
·D Denied me an accommodation form~ religious practls ~~$ .7\_d v~s~ ~- 'Y <I -t-a. e 

~ ~~::r:m: a d1scif>Jina~ notice or ntve •;;:~~t¢;:1ti>tion 
1 

. . .• ~\IS r:..ct 
1 

\,.r<j 
/~ ~ v \ _se_ . n d - y_. a\c . n-3 

.. ~ °'u.;· es-k . "''-'-~h1 ~ ,1~u. rnen~c,_+.,..r, -h ~~°"'~ ,,­
a..<'. l 0--CC. moqc.._,_ 1 o--r;> \k~ ·~+kcs.. o...r-e. ~~<::l.\10· JA0770
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\' 

'DESCRIPTION OF DISCRIMINATION· - for giJl .s::9mpla in ts '(Public Accoinmodation; 
Emplo~nt, Education, Housingj ahd al/'ofher regulated areas liste_d on Page 3) 

Please tell us more about each act bfdiscflmlnatio'n ·that you provided information about 011 

Pages 3 and 4. Please include dates, names of people .involved) and explain why you think it 

wt1s discriminatory. PLEAS£ TYPE OR PRINT CLt;ARL Y 

f(~ C-~<: &~ N~ro_-\-\,'.,\O'. Aftc_c:hed-
_::i:-· Po e, it:11,t:VE l'.111""+- , ff\'~ cc.:.,1-, 1 +,:,,,: CLr€.. 

.~~. ~.···•~ ~cCA.~e J=.-. +,~~s -e.:~.s \ e,.r '+h~ 
';B'\\X, (). \::SJ -1--- ...u ~ h ,...._r r~ s e-d \:, e c"'-Ll. «:; c: 
of ('f\ J £1._,j (. ) cl \ S, Cc.\::, I~ ) (' "'-Q~ CLi(\. ~ C. 't,:) l/:>-K I 

·~·. ~. ,;~,i~·t ~~~~th-tr~~t\'~l·· ... 
hCc:s be.lr. -S~c.:n~· c...~d ; ~c~\e;'{t$tG0 \~ 

:+t::> ·re. __ ·o \<J..ce \ h~·((r-~cL~-· . Lsc...-b\~_J __ o \ cier ·~ rY\ ~ }0.yttS· 
LL T ·· · · . · "" \ ·- · · · ) \j \un" ju1N0:;l'' - .;1c.c. ' .. . . ·. . 

s~~:(~l~m'~f~-1 ~1-~~~+ ~' 

if you need more sp~ca lo write, please continue writing on a separate sheet of pciper and~ttach if to /he 
complain! form. PLEASE DO NOT WRITE ON THE BACK OF THIS FORM. 

7 
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I. 

I . · .. ·.. . . 

NOT ARIZA TJON OF THE COMPLAINT 

Based on the infornialion contained in
1

thi$ forrn; i"ctiarge the above~named Respo11dent.with an unlawful 
discriminatory practice, in violation of the New York State Hl1rnan Rights Law. 

By filing this complaint, I understand trlat I am also tiling rr'lY ernployment compl~int with tiie United "Staies 
Equal Employment Opportt,Jnity Comniissi9n under the Americans With Disabitities Act (covers disability 
related to employ!llent), Title Vil or thel Civil Rights Act of 1964, as· anieficied {covers race, co!or, religion, 
national origin, sex relating to employment}, and/or the Age Discrimlriation in Employment Act. as amended 
{covers ages 40 years of age or olaer in employment), or filir\g my htiusing/credit cornplaint with HUD und.er 
Title VIII of the Federal Fair Housing Act, as arnendt;d (covers acts· of discrimination in housing},a$ applicable. 
This· complaint wll! protect your rights Jrider Federal. Law. · 

I hereby aulhorize the New York State lDivlsiOn of Human Righ!s to ;;i"cceprthis complaint on b~hatf of lhe U.S. 
Equal Employment Opportur1ity Commission, subject to the statutory limitations conta.ined in the . 
aforementioned law and/or to accept this· complaint on behalf of the U:S. Department of Housing and Urban 
Developmenl for review and addltiona.lffiling. by them, subjecUo the statutory limitations contained the in 
aforementioned ·law. 

l have not filed any ott1er civil action, n9r do I have an action pending befbre any· administra1ive agency, under• 
any state or local law, .based upon this same un!awiul discriminatory practice · · 

I swear under perialty o(perjury·tt1al I ~m the comp!ainant herein; that! haye read (or have had read to me). 
the foregoing complaint and knew the don tents of this complaint; and .that the foregoing is true.and correct. · 
ba · on my current knowled · infer i: ·ion, and belief. · 

Coutity: Commission expires: 

'lJI. Z"llu. 
&nmi66~ 4 2Jud~I ~o/, JV tU,l ~ 

.N~:.S-1754 
~-~~.N~1,Jda~. 
~~~£.xPIU6 fO..()f.2tJf~. 

Please note: Once this form is/notadted and returned to the.Division, it becomes a 
Jaga/ document and an official complaint wUh the. Divisfon of Human rights, A/ter the 
Division accepts your complaint this form will be sent to the company or pe;son(s) 
whom you are accusing of discrimination. · 

!. !) 8 
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Print Pagel on 

F'rom: Dorothea Pt~n'y (dorothea.perry@verizon-net) ·: 
To: inro@laborlawsny.com;. . · · ··· 
Date: Sat) June 4, 2011 12:59:4"1 AM 
Cc: . :. 

Subject: W(i1·ker's Compensation 'Retaliatibn, HiPPALaw Violutfons't ADA v1t)btions · 

Good Morning, 

My name is Dorothea Perry j. 44iyears bld ahd I. live rn ··s rooklyn New York.· 1. 
work for Cablevision of NY ·in the TSG (Technical Support Group). I have been 
with the company as a part time. employee for 7,1/2 y·ears .. On fV1ay3, .2010 I fell 
while working resulting·in a number.of medical prob1errts .. Myct3se is befor~the 
Worker's Compensation Board; :anq we·are:jusffiguri"ng.Up the% of loss that rny 
judgment wHI be based on. Forthe: seven .years the.ti worked with Cablevision!" 
never revealed to .anyone that .1. ha<J_a.full.:time."J.ob. Jt W.~s~onl~< tf:!V~~l.ed .. re9ently 
during the Worker's Compensation Hearing ·wh_eh both. jobs were· calculated. by 
the Workers. Comp Board to>determinethe salaryby which a.judgment would be 
based. . · ~· · - · · 

While this Compensation clafrri has qeer: playin'§.: out I requested a z®.Q[Q§l 
acco"m modation wh~h · .wa.~·approVedbased;· 06,thejnjUde·§/aridside effeCts ·of 
various m8?Jcines, .tha~ I nave: toJake to~htrb.IJ~~n:·_an.d anxiety;: The: 
accc5'modat1on rwas.tolaby my human re$o\Jrbe$''department.would. be .. 
det~rmined through mysubrrilsst6ns· 6(rfi·edlca1·~0cbmeht~tiori::to·Genex, . 
Cablevislon Team, and indeperidehfni.edidal:.exarniher·:riffsite; :After."learning of 
my· other job through the comperlsat'ion· case·; ca91evisioh has since b'~gun · 
questioning: my need:·fat a medic~l ·accom_thodfititfn~ :·and ~lthougfrthe . 
accomodatlon was approved thrdugh.,June.-<3oth, Gablevisib'h·~as :req{1ested that I 
submit more medical.documerits·induding d0d6r;$ riffitmatidn~; test results, lab 
results; and doctor's notes. I ·submitted three doctor's affirrn·ations and bver 30 · 
pages of rnedJcal documentation but W8$'. then, asked by Cablevision to have. 
personal conversations with-my· doctors; Ne$dless·to sa"y I feet as ff this. 
harassment is in part retaliation because:bf the::worker1s Cbmp¢hsatlon Claim 1 · 
filed and their realization thanhe judgmentwould·be far more than" they 
anticipated •. their requests and barrage·ofemails to.my home emai_I account and 
work email is disturbin~L and as I've advjsed them in the past bordering on 
harassment - · 

lri·the cours-e of~xchangihg emails wi"tli'one ofthe.humaritesoiJrces· 
managers abot1t this accommodation·)· I.was advised tha.nh~ hUman .resources 
group were "in possession'\ of onEfqfmy dcictbr1s repdrts. I demanded to know: 
how they came to be:· Jn possession of such a document to which·they.replied, 11 1· 
don 1t know" ]'advised them they were in violation of the HiPPA laws because at 
no time did I authorize them to obtain such records nor did' I hand over such 

http://us.mg201.mail.yahoo;coin/dc/laurich?.pa:rtner=vz~ac$&_gx"=1&Lrand=Ob929eldbv81·g 6/8/201 i JA0773
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l-'nnt rage J or·' 

As you can s.ee there are co
1
untless issues that l tirn seeking representation 

on. Since our group is non-uni0nized Cablevision'·s.HR group for TSG makes no 
qualms about harassing and i~timidating staff. The issues have led to serious 
anxiety for me, and I am tired ~f being made to feel afraid that I have done 
something wrong when I have· not 

Please review my request for representation and contact me.if you believe you 
can help me. I can be reached at (917) 328-3442. 

·.1 

Thank you for your attention. 

Sincerely yours! 
Dorothea Perry 

"I 
.i 

· http://u$.mg202.maiLyahoo;com/dC/lau1hd:i?:partner=vz'"acs&.gx-=-l &'.rand=Ob929el dbv8rg 6i6/201 l. 
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-w~-- Forwarded Message ~ ••• 
From! Dorothea· Perry <dorothea.perry@verizon.net> 
To: Karen Terlizzi <KTERUZ2@c.abfevision.com> 
Sent: Mon; June 6, 201110:22:58 AM 
Subject! Re: Fwd: Re: Your accornmodatfon 

,. 

Ttiahks. f orexpla~atidri, bi left 8.fl appliqatioh for·Workeris compensation not" 
a m~dica.1 report. I ·never authbfize-d. Gablevisidr(td fevieW or be in . 
p_ossession Of my medical file~( . .And ifdoksh1tn~k°e-,s·e·hs~'. thafif .. 
you are aware of the Hi PP A laws, in your position, thaf you· would maintain 
such files whether ifs in a leave file or a personnel file. Any file maintained 
by Cablevision with my medical records that I did not authorize Is illegal. 
Furthermore, it seerns.that'yoU·are· rhakifig "pe'f$:6"ffriel d€'.feisi6"tfs based o·n·· 
said file in ·addition to the information pro·vided ·tb'yoqby G_enex. If you 
were eager to return· the-documerifydl.l Would have m·aile~fitto mewhe·nt 
questioned why yourpossesslon otthi~·file. · · · 

·Dorothea· Perry 
Veritas et Aequitas 

: . .-·: .. :....:..~....:~·:....,,.l.. . ..:...._.;._·_;_.:.:_ ...... __ . ·-----· ,~:... .. ...:.-.-:--..:: . ..:....!:..'1•;..:,.,.....: •. ..:......:._ .... ; •. ~__:_ .. __ ........ _ ...... ,,,.,.., .• .:... __ ...:.:.... __ ·._, .,,,...;.._ ___ :__,,,..., ...... _._~-· _. --~-~.-;~ .... --·_,_: .: .... --

From: Karen Terlizzi <KTEBLIZZ@cablevision.com> 
To! Dorothea Perry <dorothea.peny@verizon.net>· 
Sent: Mon; June· 61 2011 9:28:27 AM . . 
Subject: Re; Fwd: Re: Your accommodation 

I have asked to talk -with you as its'easier to proVi<le the info you are questioriirig·and. al1bw fur. 
follow up questions during the conversation rather than reiy on:Ciiiall b~ck"'arid fortk The. 
medical docum~ent I have, which l have offered to return to you~'is)ibt itiy'our ~rsotil~er file, b11t 
in your leave file; two· very separate folders, stored and locke&iii.~ep:frafo·areas~ After mud1 . -. 
tho-ught about1t,.1 believe i~ '.¥as sotneth~:ng you left ~~}lit1d here· at w~d~:;you !ea~i~e~l what you . 
did, calicd ·our RM d:~sk to sec if it could be lotate'd and 1 ·put a message 'ou~ tO sups'_tnat if: .... 
something cf yours ofa p:er~onahiatul-e wa_s "lodfod~ that ff shotild be r"eturhedt6 :!rtd. lr-v,;as ldt" 
under my door in an ·unmarked ci1velope:· ·.Thought ! :font a me:o;sage·· fo. you'"thiit the iiifo wa$ 
found, but this was so ldng ago that I wciuldn'fhnve that 1hfo.: :Please· adVise if you woul~llike it· 
returned to you.: . . 
We'll let you know wha{GENEX's update iiarice we ·get it. Thanks for the heads ilp, .· Karen · . . . . . . . . · .... ,,. . .. .. . ... ·.··. ,, 

' ,' • • I • ' • )' ; • ' \ ' ' • ~ ' ' '' ~ ' ' • • ' - • ' ' : " ~' ," • ' • ' ' ' ' • •• • ', ' ~: • ' • -.. ' 

>>> Dorothea Perry"<dorothea.periy@verizon.llet> ·6/3/2011 11:47 PM>>> 
Thank you for the ihformation Karen .. i :dO not believ·e there is :anYthing I' 
should meet with you about. I am sending Genex 30 pages of professional 
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Dorothea Perry 
Veritas et Aequitas 

. .. . .1 . ·--·------ __..__ ._,__,._,.,..,,._,,,_.,..,.. _______ ----- _._ ___ ,_ .. ,...,, ....... --~ ... ,...-.,-.... ..: __________ .......... ,,, .-,-- -·- ·---·-... -...... _ .-...-..-- ..:.. --· ..:._ ····- .....• ;,,,.,------:-··....: ...• -· 
From: Karen Terlizzi <KTERLIZZ@cabl~vision.com> 
To: ~<Dorothea Perry" <dorothea.pedy@verlfon.net> 
Sent: Tue, May 17, 2011 4:28:54 PM l · 
Subject: Re: Fwd: Re: Your accammo9at1on·: 

I understand and app.re_tiate your fruftfatioi:s wit1l the acc(lm_t:iJodatio_n 11fr>cess, hciwcver, we are 
conunitted to offering accommodation ;,yithin the parart1et~r~ of t~e niedic-~lprofessional's .. 
opinion given_ the medical diagnosis; freatnierits; testing, tirriely pn:igres_s updates, etc. provided 
to GENEX (Cablevision's lndepend4i1t Medical Advisor). Fr~q\.1ently we have to ask for . 
additional infom1ation N· clarificat~ori so that GENEXcan evaluate lhe case and advise us as to . . . . .. . .... .. . . . . .. . . .... , - ... , . ·· T· ""'., ., ..... , -·.··'. '"" .... ·-· ....... ··.·-.·-- -·-···-.. ·.··-·.:·····: .. · .......... · ... , .. '· .. , ..... "' ... . . .. .., ..... ··- . .. . .. . 
how we .can reasonably accommodate a request. Our materials are sClf explicit (sec 1eUers and 
Policy statement attached) as to what infonm1tion'should b~ prqvided toQENEX . You have-the 
contact infonnation .. for GENEX andi yo~1 should feel _.fyee __ t6. taik wHh Sa~ine Charles, one of our 
dedicated representatives to help you and ·your providers understand w hatthey are looking for.· 
You may want to talk with her to upJ:late yoor HIP i;\Airifoirrlat5Qn (if necessary). 

. I . . . . . 

\Ve ha:e ~dv1sed. you t~at no current1 health_cate pro~<ler ha~ o.fiered the i~fonnation that atTiVing 
late daily ts requl!ed. GENEX's rcv1~w of mfomrnhon provided to them m December 2010 and 
again in May-2011 does not provide ~hat detai1. It is our expedation that you have a conversation. 
with your medical team ad~istng theJil_OI YOU.f (\ail)'. ~c~om.#1o~atiqn requfremcnt and a!Jkthem . 
. to provide that update to GEN EX::: l ~1*d~rstalJd it. ls, ~~ljgh :t§.pr.~di ~t . We aie_ not looking to. 
deny you the time; but sitnply confii:Ill"t~at _tim_e. you have'iis~d and will need· goi11g fo11vard is 
appropriate and to be expected givenl yout condition an~ progn()sis~ · 

In response to your questions below,!Yes, dI~NEX is obligated. to keep your records 
confidential. GENEX docs no.t forward medical records to Cablevision. We do have in file a 
copy of a completed Health Care Prdvider Medical Statement dated 12·2 I~ IO from Dr. Eugene 
Liu, 62 E 88th Street, New York, NV. It is unclear to me how this document was received. 

Please feel.free to caii"me ifl qui li~~-p-furlber. 
. . . . .1: .. 

Karen 13. Terli:lzi 
Manager} Human Resources 
Cable & Communications 
(516) 803"069~,t 
kte.r1i?.i@dhlevisibt1,.c;:om· 

>>> Dorothea Perry <dotothca~perry@verizon.rtet> 5/17 /2011 2:30 PM>>> 
I have an appointment with the EEOC to have them help me undetst~md 
your requests. As I already have an accomodation, 1 believe you have 
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Dear OOrothE?-a: 

This letter is to inform you that as Of December 30, 2010, the following acfomrnodation has been 

approved: intermittent time off. This accommodation has been approved for the duration of 6 months,. 
through June 26, 2011. When calling into SPOC, please use A~co'i-rimodation to report your absence. 

If 'you req.uest or will require accommodation beyond the duration set forth above, you and/or _y9ur 
health care provider must provide GENEX services Inc. with tlie spei::ifk duration of your 

accommod<ition request, by June 26, 2011, in order for us to deterrnrne whether the above· . . 

accommodatioil can reasonably be extended. 

If you have accrued sicktir'ne available, yOu must exhaust such previously accrued sick time concun'entry 
and in conjunction with any period(s) of absence taken pursuantfo the above. accommodation. If you 

have other paid time available to yo~ (i;~. 1. «ic:crued un·~sed i.n!~atio~,o~ :person~! days}, please advise. 
your ,supe~isorimanag\:ir if you would l,ike,to·s,ubstittite a.Ii or part of yot1r u~paid absence(s}~ith pald,. 
time during yourap~roved accorn-~od~tion,·pe~_io~L ........ ···.·.. .. · . , . . .. . . . . • ·· .... ··.. . 

Please feel fr~e ta contact ine at (5i6) 803-659b Or l(aren Terlitiiat {Sl6) 803-0699 if you would like to 
, -- . . .. '• . . •, - .. \. . .. •' .......... ·..... .... .. . . . ,. . 

discuss this matt~r tufther; 
.. , 

Sco~t Rosinger' 

Disability AnalySt, Human ReS:Ources 

October 26, 2010; 

., 
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Cablevision Health Care Provid_er Medical Statement M Confidential 

' t , ' " ~· ' '' ' , , . ' I • • '.' ' ,' • ' ' • • • • ' , ' • •, • 

4. Please slate if any mitigatmg measures, such _as medication~ also limit Ms. Perry's ability to perform 
major life activities. If yes, please explain. · · · · 

5, As explained above, Ms. Perl)' has requested an lntermitj~nfl~av~ of absence. Please stat,{ the . 
duration, if any, of Ms. Perry's need for a leave· of absence.from w6~k and :Whifhafleave will enable her fo 
return to perlortn the essential functlon~(of her job with 6r without ·a:r~~s6nabie aecoriimodation. ·. 

6. Please state any other alternative accomtnOdatlons that could be made to ~tcominodate Ms. Perry's 
condition in lieu of a leave of absence, or requested accommodation so that she could otheiwlse perforrr{ 
the essential funGtions of Mr job. 
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The infonna.tion transmitted in this email and any of its attachments i-s intended only for the 
person or entity to which it is addressed and may contain information concerning Cablevisioi1 
and/or its affiliates and subsidiaries that is proprietary~·privi!eged, confidential and/or subject to. 
copyright. Any review, retransmissi.on, dissemination ti( other use p( or taking qfa.ny action in: 
reliance upon, this information by persons or entities other:th~n the intended redpient(s) is · 
prohjbitt.'Cl and may be unlawful. If you :received this in erwr, please contact the sender 
inunediately and delete and destroy the commurrication and all offhc attachments you have 
received and all copies there.of. · 

•• r.~ Forwarded Message ----
From: Dorothea Perry <dorothea.perry@veri:wn.net> 
To: Scott Rosinger <SROSlNGE@cablevision.com> 
Sent: Tue, October 26, 2010 11:18:25 AM 
Subject: Re: Gene.x contact Info 

Thank you. I have a procedure scheduled tomorrow a·nd pianned' getting· additionai 
information from them to send out. It is just that ther·e ~re'sb'mahydi:ictors scattered 
around the boro·ughs it ls hard to get to the all and get the needed information for the. 
purpose of reporting the information. Some doctors also want to charge for copies of 
docurneritation. 

.. ,;,._;_,...:....:._._ .. _. __ -.:..._..:_ . ' . . ..... -.-------·· ---·-··-• .......... .,,...,...;....;.\ ... ..:......:.:... ___ ,, .. : ..... ·~-·--- .. ..: .. :... ... 

. From: Scott Ros!nger <SROSINGE@cabl~visloh.com> . . . . 
To: Dorothea Perry < DPERRY1@cablevisiori.com >;·Dorothea Perry<<'dbfothea.perfy@verlzon.net> 
Sent; Tue, Octobe·r 26, 2010 1 l :00:28 AM 
Subject; Re: Genex contact info 

Dorothea, 

We wi11 approve you{'. interrnittentleave for another 60 days since· your d~ctor has not provided· 
Genex with a duration of time that you will need time off. An approval letter is going out to YQU 

advising you of the approval and what you will need to do 1fleave is still needed after the 60, 
day, 12126110. 

Scott 

Scott Rosingcr 
Disability Analyst> Human.Res6urces. 
Cablevision Systems Corporation. 
(516) 803-0690 
go&fil~@cablevision,.com 

>>>Dorothea Perr)' <dornthea.perr)l@verizon.net> l 01221201'0 7:25 PM>>> 
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>To: 'dorot.hea.per.ry@verizon.net. 
>Sent: Fri, September 10, 2010 10:32:57 AM 
>S\1bject: Gene:x contact info 

>Per our discussion: 
> 
>Sabine ·cha.des at Genex: 
>631-85 J -9000 ext.2227 
>Fax 631-582~5282 
>Fax 1-888-439-6808 
> 

>Scott Rosfoger 
> Disabiiity Analy~t, HmnanResources 
>Cablevision Systems Corporation 
>(516) 803-0690 
>srosinge@cablcvision.com. 
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.. , 
\ 

----· Forwarded Message·----·· 
Ftom: Dorothea Peny :<dorothea;peny@verb:on.net> 
-ro; Kai-en Terlizzi <ITTRLIZZ@cablevisio1i~·com> · ·c· 
Sent:. Mon, June 61 201110:22:58 AM· :\ 
Subject: Re: Fwd: Re: Your accomrnodation · 

Than~~ for explanation, b.1 • l~ft. an applicat,iqn· .fo~·wo.rker's compensation. not 
a medica.I report. I ne\/~($.lith'Ofiie'(I .9ableyt$)phJc) re.vi_~W. p,r ·9e 'in . . . . 
possessi6n of my.m·edical files~ And ifdoesr1}hiake:sehse·tnat if 
you are aware of Hie HiPPA.laws·~ .ih' youf pbs.i~jdf'.l\:.1tjat ybQ. wtYuld rraint~ifl. 
such files whether it's in a leave fila or'a. persbhti"el'file~ AnYfile mainfaihed 
by Cablevi~ion with my:rne9Jc$JteGor9.s ~h9t.Jdip)1ot ~uthoriz~-i~.,i11~,9~:L. 
Furthermore, it seems that ·you are making personnel dec;is.ions pased On 
said file in addition to the information provided ta: you by. G~nei~ · lfyod 
were eager to return the documentyo'u wo~!d have mailed it to me when I 
questioned why your possession. of this file. 

Oorbthea Perry• 
Veritas et Aeq.uifas. 

From: Karen Terlizzi <KTER.LlZZ@cablevision.com> 
To: Dorothea Perry <dorothea.perry@vetizon.net> 
sent: Mani June 6, 2011 9:28:27 AM· . 
Subject: Re: Fwd: Re: Your accor'nniodatk>n 

:.\_: 

·::,·:·'": .. ', · ..... ·.·. ·. · . .- : __ ._':.__~....:·,:.:.,,;,,, -f·---. 

I have· asked. to talk with y<:iu as its easifa fo provide',the inf~ yoi:i ar6 qae~iidniflg aria allow for 
follow up questions during the conv'cisatiori: rather'thruf rd)tc)rt C:.-l'nail back and forHi. 111e·.· 
medical document I have, wh1ch I have offered ·to return to you, is not in your personnel file, but 
in your leave file, two very separate folders, stored and locked in separate areas. After much 
thought about it, l believe it was something' you left behind here at work; you realized what you 
did, called our RM desk to see if it could be located and I put a message out to sups that if 

·something of yours of a personal nature was located, that it should be returned to me. It ~as left 
under my door in an unmarked envelope. Thought I sent a rriessage to you that the info w~s. 
found, but this was so long ago that l wou'Idri1t hfive'that il1to: 'Please· advise if you W(JUld like it. 
returned to y011. · . · · ·· ·· ·. · " .. · . · · · 

W c'11 let you kriow what GENEX's iipdate is once we gedt: Thanks for the· heads up: 
Karen 

>>>Dorothea· Perry <dorothea.perry@verizon·.net> 6/3/20111 I :47 PM>>>. . 
Thank you for the.information Karen. I do not believe there:·is anythingl 
should meet with you about. J am sending Genex 30 pages of professional 
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.... _·., ... ,, ......... ,.; .. ..,.. .... -, .. ··-·-·----· -·--... ···----·---·· -..:..---·-·- ... ~·· ..... ---·--··----·-.:, .: ....... , ··--------·------·-· _.,_,,,._.;..._. __ ·.:....._.__._,,._ 

Frotn: Karen Terlizzi <KTERl.lZZ@cablevision.com> 
To: Dorothea Perry <dorothea.perry@verizon.net> 
Sent: Thu, May 191 2011 1:15:35 PM 
Subject: Re: Fwd: Re: Your accommodation. 

Tried. to reach you at about l l jo am to see ifwe could taik throi.ig;h your qu·csfio!is and 
concerns. Yhur h<,me number on file just tang and rai1g1 anc]J.~alled your cell (?) 917~328-3442 
and left a message for you. l run leaving the office n<i\v,for the' r~inainde1' o'f the 'day ruid .~·ill° be 
back in tomorrow morning. Nly Friday is wide open if yhu'.w()tiid like to suggest a time a.rid best. 
number to reach you at we can talk then. · · · · - · · · · 
Karen 

>>>Dorothea Perry <dorothea.perry@veriion.net~ 5!19/idn 10:59 AM>>>• . 
How does Cablevision debide who has to submit documentation with office· 
visits, notes, treatments, testing, timely 'progtess updates; etc; ltis'my . 
understanding tha"tnot everyone at'Cablevlsion ·who has FMLA():rari .. 
accbmodation has had tc(prqvide such·detailed reports. lh·~many c9ses the 
affirmations hav$· beeii- enqugh to' qUalify;.ihe:rrrt9(fMLA or·a·n. .. . . . . . 
accbmodatiq.n. 'AffirrT!~ti~fis·f rb!-h: d99~9.f:~~: ~hfn~¢b·~~~1ily· en9LJ.gh 'to b~ · 
submhte~ta··a:cowrtbf:.laWi·\Nhy hotCaql§\/iskir\1: ,. : ... 

·, ... 

Dorothea Perry: 
. Vetitas' et Aequifas, 

.~ _ _.:.:.....__ ___ ·_.:. __ .:._ .... __ .::. __ .. _~ .......... , .......... ~, ...... ,.,..:,:.;.........:..:. _ __, .... .:.:. .• ·~--· _....:.:...._::......__....:.; .... .:...._, ______ .. _ •• ~.:~· ........ _............. ~.i..:. ... ,.;,,.,;,.. .... _,..,,...·,.....,.,.......-_.:._._· ............ ~.:... ..... 11. 

from: Dorothea Perry <dorothea.perry@verh:on.net> 
To: Karen Terliui <KTERLIZZ@cablevislon.com> 
Sent: Wed, May 18, 201112:23:4!5 AM 
Subject: Re: Fwd: Re~ Your accommodation· 

Karen: r believe you know that being ·in· ~>'ossesSi'qrj 6fti1Y.,PHI ·is ih vioiatiofr 
.of the HIPAA laws, as I never authorized Gablevision:fo have acce.ss:to 
said flies. The H!PAA laws are clear. My rel~~~a·wa~ to Genex. I . 
am confused as to how such information came t6 be in your 
possession. My· leave file is al~o accessible ·by other members of the· 
Hum.ari Resourc~s g'r~u·p~ ;~h,y$: 9.r.i· (jisp·1.~y'tb .. 8\H~.f ~rfipl,o')/ee~ ~f , . 
Cablevisiori. ·1 have hb'reca(frse·at thi~ftim.ifpyf)q ·fii~.a c;;6ftlplilint to the. 
u.s. Departmentof Hea.lth'·& HLihian Seniic~~f 'fteel thafCablevision has 
violated my right to privacy being in possession of my medical 
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,f 

Dorothea Perry 
Veritas et Aeq·uitas 

,,. 
' ' 

. ---···--··....:..._, __ , .. _.:.._ . .......:_.. _, ... ...,.., .......... :-:....~--· .• .:._:....!:.·.::..:~ .... ,.. "· ..... ~-.;.....,:..:._~.:..:..;----:~~ ... ~~-..... .: •. ;~·-+-:~·-··~-....:....:---·.::... . ....:..._,_.,,_ . ....:......:._ ...... .i.:....... ·---·, ... ;..::.......:..... __ ,..,.~ 

from: Karen Terlizzi <KTERLIZZ@cabl€vision.com> · 
To: "<Dorothea Perry'' <dorothea~perrj@l/erizo~:·neb · 
Sent: Tue, May 171 20114:28:54 PM ·. 
Subject! Re: Fwd: Re: Your acc6rnrnodation . . .· . . . · .. ,•, ·.· • .. • . 

I understand and appr'ecfat6 your fri:isti;atic)ris with the'acccimmddat.ion proce5s; llO\;,,ev8r; \ve are 
committed to offering a.cconirnodation within the pararneters of the medical professional's 
opinion given the .m.edicar diaJ~rtosis',' treafrnerits;·: i·~~titl'g;tim~,Y jirogre~s-tit;datcs., etc. pro\rided 
to GENEX(Cablevisi9n1s Iri'd~J)~fod~ri~.Mcdica1Advisor): Frequently we have to ask frir 
additional information .. or clarifibatiort:so::thalGENEX;dm~ e.~kluatethe.easc and advise:us as. tt). 
how we can· r~aso11a61y· actcim~jo'd~te·a r~iiucsl. our .. lrt~t,~iials ~re. self '~xP.lid t c sci:: 1 ~tters ·and. 
Policy staforilerit attacl1cd)n~ io:'.wluiffriform'aifoil"shciu)d 'be'pr8°vide<ffo' GENEX .· Yo\i have the 
contact i!lfc)dna.tfoiltei£ o'ENt::x'roid-y6h':s'h.ou1<l reetrr~ci'fothl~ Jvitft Sabi~it·ciiades; dil~of6ur . 
dedicated rcpreseritEit{,/es 'tt) helfr you ai1d:-yol5r: pfb\Jid~rs\iiideiS{ili<l \'.vh~ttJ1~y 'are !do king for. . 
You may want to talk with her to ·update your HIP AA inforfoatfoti (if necessary), 

. We have advised Nli that ·no· curte1u heal dicare provici~t-has bffere<l: the ·i11forihation that ani vitig .· 
late daily iS'requiied. GENEX's review of inforrnatloh provide~ to thei11 i..r1 pe~cn1b~{20.J9 .. ·~~1d 
again in May 2011 ·does n<)tprclvide that detai1. It i's ·our-C:xpectation that )ibu_have ii conv.c.~sation: 
with your ri1edical team advising them of your daily accdminodatjon requiren1'int aiid 'ask' th~rri 
to prqvide that tlp<latiido GEN EX. lundersta1'id it i~rtough tq ptedicL We are 119t lo()kirtg to. 
· dcri)r'you the titne, but sirhply i::onfirm thaf tii:he-you have\1s:ed rind will need ·g~ing for'WMd is 
appropriate and to be dpeeted given yom conditioi1 atid.prognOsls~ . . .. . . .. 

. . ~ . . ' 

in response tci yoi::irquestions below,'Ves, GENBX is obfig~ted'to ~eep youfrecords 
confidential. GENEX does not fon~ard medical records to 'Cublev1si6fl-. We do hav6 in file a 
copy of a completed Health Care Provili~r Medical Statemetjt d!lted l 2~21-10 from Dr. Euge1ie 
Liu, 62 E 8'8th Street; New York; :t·n~· 'lt_'is u]ide_ar ~~) ~e p~w-l.his d{)Ctune.ri.t was received. 

Please ·feel free to call me ifl can heip fu.ttfre:r. 

Karen if Tediizi 
Manager, Human Resources 
Cable & Communications 
( 516) 803-0699 
kterliz2@f!l.J?le_yi§ipn.com 

1·. 

>>>Dorothea Peny <dorothea.perry@verizon.net> 5/17/20l 1 2:3.0 PM>>>: 
I have ~n appointment with the EEOC to hav~ _them help me understand 
your requests. As I already have an accomodation, I believe you have 
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Who will be receiving the docume·ntation? Genix? 

·>>>Karen Terlizzf 4/27/20119:22 AM>>> 

We'll await the update from your doctors. Any idea when that will be? 

>>>Dorothea Perry 4/26/2011 $:37 PM>>> 
I. offered three doctor's write ups. One doctor was contacted as to the exact nature of the injury:. Each 
of the three are in cigreement that medicatlon is necessaiY, and there is an injury that Is _validated by the 
Worker's Comp Board. I'm not sure what you are suggesting but I do have recu1;ring apPointments tci 
meet with these doctors and lam giving them the accommodation form once again. ·I take l°ssue ·with 

being advised by Human Resources as to when to medicate <is thi;y are not, to my knowledge, fn a 
position to give medical advice. The injuries are stressful enough, the added stress of being queried 
about injuries that are already established merely exacerbates the anxiety. . 

After meeting with the !ast of the three·doctm's I will submitthe.fotms iii. cme p~dc.age. 

>>> K.areri Terlii:l'J ·4/21/2011 3:38 PM>>> 
We offered you accornmod~tion and find tt)at your actual usage iS more frequent than the need 
described by your physicians. I have attached your etime for the iast few months. At this time we ii re 
asking for an update on· your case ~nd your current accommodation: rieeds. 
thank.5: · · · · · 

·>>>Dorothea 'Perry4/2.o/2di1>.1o:·a6 PM>>>. 
l appredat<:: the rtie<lital ·i;ldvlce th~fyou are giviri!;rri'lej bufat Hil.s time i'ttiink I will adl1ere to the ~dvke 
of the thr~~ or Four phyi1tfrins ram seeln~ wh'o i'fre ·experts in 'field~ bf neuroli:lg)';. pain managemetit~. 
general rnedidne and chirbpriidic care. lf the dMy atcornmod~tidh Us3ge is no~·~ddlng up t1Ya lot of 
time ii: seems that it ·is n6t creating ari un·dci hardship.· the dlsabiHtf is w~11·~~ablished: Is th~re a 
probleiii? 

>>> KarenTerlizztA/20/20118:24 AM>>» . 
Your daily accommodation use does not collectively add up to a lot of tirne1 ·most late:. 
arrivals/accomrnodation are 1 hr or less; and perhaps meds can be taken at earlier times? You rntl ask. 
your doctor to provide an update to the Info already given. We will ask fat recert again in late June. 
thanks! 

>>>·Dorothea Perry 4/19/1011 9:25 PM>>> 
Okay; it appears to be premature but I am w\Uing to get it done. The doctors work independent of each 
pttier, as such their evaluations, prognosis and prescriptions are independent. They are all equally. 
important in my treatment" path. · 

>>>Scott Rosinger 4/19/2011 8:03 AM>>> 
Dorothea, 
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Dear Dorothea: 

This letter ls to inform ycu that as of December 301 2010, the following accominodatiOn ha·.s been. 
approved: intermittent time off. This accommodation has been a·pproved for the-di.fratior1of 6 ·moiitlisi 
through June 26, io11. When calling into SPOC, please use Accamrnodatron to report your absence. 

If you req~(!St or wlll require accommodation beyond the duration set forth above, yo·u and/or you!' 
health care provider must provide GENEX services Inc. with the specific duration of your 

accornmodatfon request, by Jurie 26. ,2Qi;t,, in otder for us to determiri€ whether the above 
accommodation can reasonably b~ ext~nded. .. . . . .... '. . •. . 

I fyo \.J have accrued· sick t°tryjg av air~ bi~, yo ti rn u st exhaust such previously accrued sick time con ctfrre n tlv . 
:and !n conjum:tion with any period(s) of absence taken pursuan·t fo ~he above accornmcidation. If you 

have other paid time avai_lable to you.(Le., atcrue(:J unused vaci11~_ion or personal days}; please advise 
yoiJr:sup~rvisor/f.ha.nager if~ou·;,.,;butcfl.lk.e td sub~tiitite·ai'.i·~r'·¢~r~:·a'dour urip~ld ~bsenc~(sJ ~tthpalci:~ 

'• . ... . . ': ' ·. .: . ' . .. . ,'' '• . . . . . . . .. .. . ... . .. ' ... ••' ' .. ~ ' : . '• . ' ' . :. .. . . ... ':. . . . . . ..... ••, 

time dUriflg Your'approved accom'modatfon perfod. . . ' . '•.... ',,· . :,, . . 

Plea.Se feel freefo c·antacfme at (S16) So3~b690 or Karen te;lizzi at .(516f 303-0699 Jfyou would like to 
discuss this· matter further. . . . 

Sincerely,· 

Scott Rosfnger 

Disability Analy!>t, Hurnan Resources. 

Octobe1; 26, 201 O 
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September 15~ 2010 

Rcgµlar Mail 

D<)rothea Perry . 
74 Tapscott Street . 
Brooklyn, New York 11212. 

Dear Dorothea: 
: \ 

This letter Is to inform yo ff that as of Septetntler is,:iofc\ the' fol{owing· atcommodation h~~' beeh 
approved: intermltteht tlrhe 'off:'· This a~CcimmoifatiOh 'h~ihee~·'apJrdv~d· for the du~at'ioh bf 6 ·~~~ks 
from Septerilb~~ 101

h ~¢ty·o~·r.d6ciorn.hd;your ·~e~y~{u~ii?n·a(tfi_~t. iitiJi ··wi1en. c~i'1\~g1ritcii·~b2, .· . · 
pf ease use Actohimodatlcin to report your absericE'L 

If you' requ'esf or viffl. re~Uire acccimmodatiqh beyond the 'duiatib~ silt forth abo\ie, yoli arid/ or yo4r. 

health care provider' rnus.t provide :G.EN~)( s~ivkes Irie. with the ~pecifkddr~ltio~ of your'' ' ''' ' 
accommodation ret1uest~ by Ottobe·r 2'.Z, 2010, in ordetfor u~ to deterrilin~·wh~'i:tter ttle above 
· accomniodat.lon can reasbnab!y .. &tl! ~~i¢.nded~, 

\, 

'lf you have actri.Jed sick time available; you must exf1a\1st such previously accrued sick tim~ concurrently 
and in conjuntt!on with. any period(s) of absence taken pursuant to the above accommodation. If you 

have other paid time avallable to you {Le., acc:ruect unused vacation or personal days}, please advise 

·your supervisor/manager If you would like to substitute all or pa rt of your unpaid absence(s) with p<iid 

time during your approved accommodation period. 

Please feel fr'ee to contact me at (516) 803·0690 or K3ren T¢r!ini. at (Sl6) S03·0699. if you would like to· 

discuss this matter further. 

Scott R(isinger Disability Anaiyst; Human Resourc€S. 

\, 

JA0786

Case 16-1186, Document 52, 06/10/2016, 1791177, Page248 of 262



Case 2:15-cv-07054-DRH-AKT   Document 8-11   Filed 12/14/15   Page 86 of 426 PageID #:
 1801

Cablevision Health Care Provider Medical Statement- Confidential -"-- . ,,·-------~~~-'-'-' 

4. Please state if any mitigating measures! such as medlcaUon; also limit Ms. Perry's ability to perform 
major life activities. If yes, please explain. 

J 

5. As explained above; Ms. Perryhas requested an· Intermittent leave of absence. Pleas~ state the 
duration, if any, of Ms. Perry'!:i need for a leave of absence frqm wOrk and why that leave will enable her to. 
return. to perform the essential functions of her job with or wrrhout a reasbliable·acconl'modation, 

6. Please state any other aiteniative. accomitioda!ioris. that could be made fo accommodate Ms. Perris 
condition in lieu of a leave of absence, or requested accommodation so that she could otherwise perform 
the essential functions of her job: 
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----- fotwarded Message ---· 
From: Scott Rosinger <SROSlNGE@cablevisiofi.cbrn> 
To: Dorothea Perry <DPERRYl@cablevision.con1>; dorothea.perry@verizon.net 
Sent: Thu, Ot:cember 301 2010 2:'16:36 PM · · 
Subject: Accommodation 

Dorothea, 

Which doctor should GENEX talkwitl1 t() tty to clarify their queslions? You J~ad 3 different 
doctors provide medical infonnatiori to them. lt would be best if one doctor could gi\;e his 
opinion on your medical issue to GENEX's satisfaction. I would also suggest. that your dGc.tor 
could &rive a time frame of duration, 3 months, 6 month~ for example, we wouldn't have to go 
through this every few weeks. Thank you and have a happy new year! 

Scott 

Scott Itosinger ... 
Disability Analyst, l·Iuman Resources 
Cablevision Systei11s Corporation 
(516) 80J~0690 
srosinge({i),dlQ.~vision.com .. 

. . . . . . ' 
_..;...:. __ ...:. .......... _ ... ;.. ...... ;,; __ .. _ _....;,;_ ... ..i. ... ... ..,,,,..· .. - _ ................. :,.. ___ ....... .;..~ ... : ... _..,. __ ..... ..;,,;,. 

The infonnation transmitted in this email and ariy of its attachmerits is iri.tcn.de&orily for the 
persot1 or entity to which it i:s addtessed and may contain il1fomiation co.nccrnjng Cablevision 
and/or .iis affiliates and subsidiaries that is proprietary, privileged, confidential and/or subjedto 
copyright Any review, retransmission1 (\issemination or other use of, or taking ofany action in 
reliance upo·n, this infonnation by persons or entities other than the intended recipient(s) -is 
prohibited··iirt<l may be unlawful. If you received this in error) p1ease contact the sender 
1mmedfately and delete and destroy the communicatjon and all of the attachments you have' 
received and all copies thereof 

. . --- ~---- ................ ....----- ....................... __ .................... --- ............................... ,.. ...... " ............ .:... .... 

----- Forwarded Message •••• 
From: Scott Roslnger <SROS!NGt:@cablevision.tom> 
To: Dorothea Perry <dorothea.peny@verizon.net> 
Cc: Scott Rosinger <SROS1NGE@tablevlsion.com> 
Sent: Fri, September 10, 2010 11:08:05 AM 
Subject: Re: Genex contact info 

Dorothea,. 

Sabine at denex has jtist;cenfitrned.retdpt ciyour documents t11at was seni to theri1 by you, r 
will be sending you another. letter advising the leave is reopened but still denied because of 
insufficient medical documentation. Genex .received you HIPP A form, healthcare provider· 
statement from Dr. Dvorkina but only one office visit note. Genex will require additional. 
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_. .... _. ............. -.-.-- ....... .., ..... _ .. _.,.._ ...... ,.._,_ "' ....................... · .......... -..-- ... • ...... • INU • -- • ... o\ 

The information trans111itted in this email and any· of its attachments is intended only for the 
person or entity to which it is addressed and m.ay contain information concen1ing Cablevision 
and/or its affiliates and subsidiaries that is proprietary, privileged, confidential and/or subject to 
copyright .Any review, retransmission, dissemination or other use of, or taking of any actioJ:! in 
reliance upon, this infonnati<m by persons or entities other than the intended rccipient(s) is 

·prohibited and may be unlawful. If you received this in enor, pleuse contac~ the sender 
immediately and delete and destroy the communicaiion and all of the attachments you I) ave 
received and allcopies t.hereof. 

·-·~-- Forwarded Message __ .:..:. 
From_: Dorothea Perry <dorothea'.perr'y@vertz6ii;net> 
To: Scott Rosinger. <SROSINGE@cablevision.com> 
Sent: Tue, O<.tober 26, 2010 1.1:18:2.5 AM 
Subject! Re: Genex contact info 

Thank you. I have a procedure schedli!ed tomorrow)md planned getting additional 
information from them to send out.. rt is ju'sfthal there are so ·mahy doctors scattered." 
around· the borough$ it is ~afq to get to"ttle'"alfand'g~tthe needed lnfqrrrfaitlon for the 
purpose··af reporting the Information. Some doct6rs.alsc}·wanflo char~e for copies of 
dbcutnentation. · · · · · · · · · · · 

-·-·· -· -·-·-·------ .. ::.-..., .. :... ........ ,..~ ._.',, ....... .,:..,,.;.,,.,,,.._ .. , ·--··--.~ .. ( ... ,.;.,.. . .,... ........... : .. :.,... ... _____ __.:,·. ____ .:.........:..:....__ __ __:_ ___ ,...;.:___:_,_.:...._:..:.. . ...,_._ . .:......,, ...................... : ..... ,..,.:.. .. ~ ... .-:,. ·--·----·--·-..._:........... ....... .... 
From: Scott Roslnger <SROSINGE@cablevision.com> 
To: Dorothea Perry <DPERRYl@cabfevfslon.com>; Dorothea Perry ·<dorothea.perry@verizon.net> 
Sent: Tue, October 26, 2010 11:00:28 AM · 
Subject: R.e: Genex contact info 

Dorc:ithea, 

We will approve your intermittent leave for artother.60 days· since your doctor has not ptovid~d 
Genex with a duration of time that y.ou w111 need time off.An approval lett~r is going out to you 
advising you of the approval and what you will need to do ifleave "is still needed after the 60 
day; 12/26/10. 

Scott 

Scott Rosihger: 
Disability Analyst, Ifoman Resources· 
Cablevision Systems Corporation 
(516) 803m0690 
~rosinge@cabl_evision.com 

>>>Dorothea Perry <dorothea:.perty@verizon.net> 10122120.10.7:25 PM>>> 
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send the fom1 to me via PDF so thM I return it to you promptly. 
> 
>Thank yQu. 

>From: Scott Rosinger <5ROSINGE@cab1evision'.c()m> 
>To: Dorothea Peny <dorothea.perry@ve1izon..net> 
>Sent: Wed, September 15i 2010 l :44:25 PM 
>Subject: Re: Genex contact info 
> 
>Dorothea, 

...s.\J:. : You are approved for the accon1rnodation for intermittent time off. Please sign out or call out 
~using accommodation. 

> 
>Scott 
> 
>Scott Ro~irtger 
>Disabillty Arialyst; Human Res(mrces · 
>Cablevision Systems Corporation 
>(516) 803-0690 
>stosingc@cablevis.ion.com 
.> 

> 
> 
>>>> bo1'0thei1 Perry J.;dMothea.pci'ry@veriiOn.net> 9/10120 l O 4 :25 P.tvl >>> 
>Plea.se confinn with Sabine Charles that the documents have been received. 
> 
>From: ScottR6singet·<SROSINGE@cabi'evision.com.> 
>To: Dorothea Pel1"y <dorothea.peny@verizon.net> 
>Sent: F1i, September 10, 201'0 1 L26:21 AM 
>Subjeet:. Re: Genex contact info 

>Please cohtact Sabine Charles at Gen ex to sec· exactly what is heeded from your doctor. 
> 
>Scott Rosinge'r' . 
>Disability Anaiyst, Hri.'man Resources. 
>Cablevision Systems Corporation 
>{5'16) 803-0690 
>srosinge@cab1evision.com·. 
::> 

> 

>>>>Dorothea .Perry <d~rothea.percy@veJildn.net> 911 d/201 o 11)2 AM>>> 
>How many office visits are they asking for? Worker's compensatiori.only requires a visit evety. 
516 weeks. How many doctors affinnations do you/they need? Please advise. If you just need·.· 
to know how many visits I've already had I can have my therapists and doctors indicate that. My 
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>To: dorothca:perry@verizon.net 
>Sent: Fri, September 10, 2010 10:32:57 AM 
>Subject: Genex contact 1nfo · 

>Per our discussion: 
> 
>Sabine Charles at Genex: 
>631-851 ··9000 ext.2227 
>Fax 631-582-5282 
>Fax 1-888-439~6808 
> 
> 
>Scott Rostnger . 
>Disability Analyst, Human Resources 
>Cablevision Systems Corpc_)ration 
>(516) 803-0690 
>srosinge@cablevision.com 
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PHA~TMEi'ff or HE.AL1H & HUMAN SERV)CES onf.1cE OF THE !>i:(~Rk:'rAR y 
~~-~~~----.,......._-~-~~~-'"""··-...-....-~-~ ""'--~~-

May 25, 20l l 

VoicP. • (212) 264-3313, (600) 360'-1 o·:g 
mo· 1212) Z64"2355. (ilOO) s::H-7697. 
(FAX)- (212) Z64-JOJ9 
!1<1p:.'/w woi. hhs. ~" ,f,W1;/ 

Ms . .Dorothea Perry 
74 Tapscott Street 
Brooklyn, NY l l 212 

Offi~c for Civil lligh\Ji, Rer,i~n H 
Jacoh Javi!s Fr<J(!l';ll Uui!dii1r, 
26 fed<;'l:;i.f?l:w1. S\lita 31 l~t" 
N~wYorli. NY 10:.171! 

0\1r Transact.ion numbers: l"1-.l27860 (Ge1iex), l1 ~1°2785.7 (Cable Vis.ion of New York). 

Dear M'i. Perr)': 

Thank you fo.r'your corrt~pondence received on May 24: 201 l by the6epartment of Health and Hurrnm 
Services~ Office for Civil Rights (OCR) . 

. Vie are in the" process of reviewing your ¢0rrcspo11dencc to decide whether <)CR has iluthoht'y, an_d is ab.le to. 
take ad ion with respect to the. matlers you have t'aised." · 

When co"i1tacti.rig thfo office. please remeinbei· t6 ind\1de the transa6tio1rt1urnbe.J" that.we have given )rout £1k. 
That ·numb~r is io~ated in the upper left··hand cbrn~l'ofthis letfor. · · 

Jf you haye ariy questions'; pfoase contact us· at the addiess and/or telephDne liumbers Iisted·ab(l\;e. 

s incercl y; 

Linda c. Colon 
Acting Regjonal Mariager . 
. Office for Civil Rights· 
Region II 
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Exhibit All 

R-15 
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Customer Service 
(All Representatives) 

Performance Appraisal 
(Employee and Organization Information: .. _~--------~-~~~~ 

Dorothea Perry 
Employee's Name 

Rep ll - Tech Support 
Position Title 

Jericho 
Em pf oyee's Location 

TSG 
Department 

Cable & Communications 
Business Group 

[ ~~~natures: 

Valmikl Mohip 
Appraiser's Name 

14 
Grade 

07/01/11 
Current Appraisal Date 

07{01/10 
Previous Appraisal Date 

07/01112 
Next Appraisal Date 

I 
~ 
·~ 

"\{ 
1 
~ 

~I 
0 6 
"¥ z ,_ 

tl) ~} ·- ~ V! ·x Ct'I ~ 
'J.1 0 (.) 

-nio t;i~re ~ not neae~aarlly tc;;i1csc111 111 emplo 
llPP'EiftllL 

1h ll\e appi!!I~. II mdieate& lhal lh11 employee l\H r~oo and rccuiVCC a copy ot tl\c 

Date reviewed with employee: -· ~--- ·---

(,; 
01 
~ 

0 z 
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~· -----,----~-~--... 

SECTION A - Evaluate Optimum SeNice and Operational Compliance using the scale below: 

1 2 J 4 5 
Did Nol Achieve 

Expeded 
Perform:mce 

PartiaHy Achreved 
~Cl!!d 

Performance 

Achlevad Expected 
Performance 

Exceeded Expected 
Performance 

Fat Exceeded 
Expected 

Perfo1ma~ 

Calculate score: In Target/Responsibility Results area below multiply each rating by the listed 
TargeUResponsibiUty weight and Category weight to determine scor.e. (e .. 9. Ax 8 x C = Score) 

AxBxC 
(A) (B) {C) = 

Target Category· Tar.get I Responsibility 
Results Rati11g Weight Wei1;1ht Score 

Optimum Service - 40% of Performance Rating 

Keeping your promise 
2.8 25% 40% 

Customer Survey Ratinq 
Efficient Delivery of Support 

2.4 25'% 40% 
Averaae transaction time 
Consistent and reliable service 

4.3 25% 40% 
Knowledae Check Averace Score 
Exceptional Customer Experience 

3.1 25% 40% Average SPA (soft skills) score 

Total Optimum Service Score J 

Surtl OP.tlmum Service Scores·~ Keepll'IQ Promises, Efficiencv. Consistency & Exceptional Service 

Operational Compliance - 40% of Performance Rating 

AvailabiUty 

% of Avallabllitv 
Transactional Integrity 
Quality of Service Delivery Summarv Score 
Other 

Call Center defined items of importance i.e., adjustments, 
remedy compliance& 1 x charges 

4.8 40% 

3.1 50% 

3.0 10% 

: 

40% 

40% 

40% 

0.28 

0.24 

0.43 

0.31 

1.26· 

0.77 

0.62 

0.12 

Total ·Qperatlon11I. Compliance ~cor~ 1.51 

Sum.Availabilffy, '.transactional fntegrity and Other $cores 

2 
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·---

-~ 

- '~ 

SECTION B - Key Effectiveness Areas and Behaviors 
Using the scale below, rate performance in each key effectiveness area by placing the 
appropriate number in the rating box. Use the comment section available in area to provide 
additiooal information. If the rating is belo\'.V achieved expected performance, examples must 
be provided in the commeryl~_sect~on. 

......, .......... 
1 2 3 4 5 

Oid NotAchlave PaFllaUy Actileved Ai;hiev(l~ ~ec.1e1;1 E:<.ceeded E~pected f;ar Exceeded expected 
Expected Expected Perf0<rt1<mca Pli!fforman.;a Perlorm:mce 

Perfoonance Performance . 

.. 

3 
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.------··----~~-------------·------------------~·---.--···--~---

Individual Effectiveness Behaviors Rating 
i--------·--------~----------~···-------------------- -·-----< 

1. Job Knowledge 
• Possess and applies job knowledge and technical skills required to perform job functions 
.. Takes necessal)' steps to im:rease job knowledge and keeps abreast of new developments 

Comments: 
Dorothea has scored well for the ye.ar on her knowledge checks 

3 

f--------·---~-·-·"·-·---.i......------~---------~-~------+--------i 
2. Communicates Effectively 

• Listens well and understands the needs of customers and others 
• Expresses ideas clearly and dlre(:tly 
" Communicates lnformatlon in an understandable way 
111 Responds effectively to ques!ions 

Comm-cints: Dorothea comm1Jnicates well and expresses ideas clearly. Sne creates good 
rapport with customt!rs. 

3 

!---.---------------------------···-·---------~~-----+-----
3. Plans Effectl11ely 

• Prioritizes W<>rk In support of department goals 
• Anticipates problems and takes corrective action where possible 
• Manages time effectively, dally and long term 
• Is rellable and dependable wilh regard lo schedule adheferice 

Comments: 
Dorothea has been placed on a verbal warning forTAHT this review year. 

2 

---·--------------·------------------·-···---------!··~---~ 
4. Makes Results Happen 

" Works efficiently while promoting customer {internal and external) satisfaction 
• Uni:lerstands own responsibilities and takes action to produce results 
• Makes sound, limely decisions that lead to results 
• Takes personal responsibility for achieving results 

Comments: 
Dorothea was placed on a verbal for performance (slow speed doc.) for this review year. 
Dorothea must also work on her survey transfers. 

2 

-·---------------------~---------~--·--·-----·-···--·-f---~----
5. Deva lops Self 

• Knows own strenglhs and weaknesses 
" Learns from expeflence 
• Actively seeks feedback for irnprovement 

Comments: 
Dorothea is responsive to feedback to mal<e <;hangas In work behavior. 

Average Rating of Effectiveness Areas 1- 5 

3 

2.6 

~--~-----·-·~-~---------------·----~---------'------' 

~ECTIO~_B - Continue'dl 

4 
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Contribution Toward Achieving Team Goals~ Rating 
---·--------------·~-----------~--------·~·-+-------! 
6. Develops Relationahips 

• Builds positive relatlonshfps wiUl customers and peers 
• Maintains productive work relationships 
111 Acknowledges the contrlbulions of others 
• ts an effective team member 

Comments: 

7. D~mt>nstrab~s Resilience and Flell:ibility 
• Deals affectively with multiple demands and shifting priorities 
"' Has a positive can-do attitude when faced with setbacks or criticism 
.. Is receptive to new ideas 
• Adapts effectively to organization I departrnent changes 

Comments: Dorothea does very well at adapting and acc;aptlng changes within the department 

3 

3 

r-----------~~~-'·'----~-----,---------~-----··· ... -~---t 
8. Helps Others 

o Helps others learn 
• Offers feedback to improve others' performance 
• Provides assistance to colleagues as needed 
• Willingly shares job knowledge with others 

Comments: 

3 

1-.--~--~-------~--~--~---~-----·--·----~---·------~ 
9. Supports Cornpariy Values and Policies 

• Pnactlces the company's valves 
• Consistently follows the company's policies 
• Practices the code of business conduct and ethics 
• Acts honestly and ethically on the job 
• Trea~s 0U1ers in a fair and respectful manner 

Comments: Dorothea has had two performance Verbal warnings within this review year. 

Average Rating of Effectiveness Areas 6~ 9 2.75 
~---~--~---~---· ··-----------·--

Overall Key Effectiveness Areas and Behaviors Rating - 20% of Performance Ratlng 
-· "''~ -

(A) (B} (C) 
Axexc~ 

Rating Target Category 
Score Weight Weiuht ·-

Individual Effectiveness Behaviors 2.6 50% 20% .26 
Averaf:le Ratino of Areas 1·5 --
Contribution toward achieving team goal 2.15 50% 20% .28 
Avera~e Ralina ol Are:is fl.9 

Total Effectiveness Rating 
.54 Sum Individual Effectiveness and Contribution Toward Achieving Taam Goal Scores 

5 
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. - ..-................. ~ 

.................. ... - ....... ~-.......... .,. ....... , __ .. _ ,.,.._. ___ "" - ' 

SECTION C - Performance Summary: Copy the numerical Scores from Sections A and B to 
the appropriate boxes below. Sum these scores to determine the Total Score. Provide a 
Performance Rating by placing an uxu in the appropriate Performance Rating box be.low. ____ ,. 

........ ..., ...................... ~ 

Total. Optimum Service Score 1.26 
··--~ 

Total Operational Compliance Score 1.51 -----
Total Effectiveness Score + .54 

Total Score 3.31 

x 
1.0-1.9 2.0 -2.7 2.8-3.6 3.7 ~ 4.5 4.6-5.0 

Performance .--.-·--·~ -·-·-··~--

1 2 3 4 5 
Summary: 

Oid Not Ai;:hieve P;;uliarly Achieved e)(Ceed;d F~r Exceeded 
~peel!'ld Actiieved Eio;pe<:led E;o;pected Expected 

Perlormance Expected p~~!J)fl1fe Performance Perforrn<1nce 
Performance 

·-·-·-·_ ......... _ .. , ____ -· ,__ 

SECTION 0 - Overall Performance Rating: Provide a narrative of any exceptional 
performance factors ·(strengths andlor development areas) that have significantly influenced 
the employee's overall performance. Provide an Overall Performance Rating by placing an "X" 
in the appropriate Overa~I Perfor~:mnce Rating box below. . -

-· _______ . ......,......,, .................................... ___ 
"'-

Additional comments: 
The past years performance for Dorothea has shown improvement in SER, QoSD and THAT 
Dorothea still has to continue to improve in these a.reas. She has also improved on her Knowledge 
check. Dorothea's Availability has been almost stellar. She has taken it up on herself to try to meet 
in all areas and improved because of this. She has made an ardent effort to improve. Dorothea 
displays a positive and professional image to the customer at all times; maintains composure in 
difficult situations and irate calls. Dorothea carries out all duties and tasks without sacrificing 
accuracy or quality. She is always available for feedback and uses that feedback in a posi1ive 
manner. 

Over the past year she has had two performance verbal warnings for slow speed documentation 
and THAT Over the past few months they have improved. 

-----. ··--- - _ ........... ·-

6 
J 
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CERTIFICATE OF SERVICE 

 

 I hereby certify that on June 10, 2016, I electronically filed the foregoing 
Joint Appendix, Volumes I, II, III, IV, and V with the Clerk of the Court for the 
United States Court of Appeals for the Second Circuit by using the CM/ECF 
system.  All participants in the case are registered CM/ECF users and will be 
served by the appellate CM/ECF system.  

      

    Respectfully submitted, 

     s/ Jamison F. Grella 
     Attorney 
 
 

 

Dated at Washington, D.C. 
This 10th day of June 2016 
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